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ABSTRACT 
The DeLone & McLean (D&M) Information System (IS) Success model has 
been the definitive framework to measure (IS) effectiveness. This model has 
been used in many settings like education and e-commerce, but less frequently 
in the e-government environment particularly from a business perspective. 
Therefore, the specific objective of this study aims to explore the constructs 
that influence business user satisfaction in the e-government by using an 
extension of (D&M) model, which are information quality (IQ), system 
quality (SQ), e-service quality (E-SQ), perceived usefulness (PU), perceived 
ease of use (PEU) and trust on business user satisfaction (BUS). Based on 
existing literature, a conceptual model was developed. The model and the 
Information system theories were used to explicate the relationship among the 
variables in the conceptual model. Furthermore, this study seeks to examine 
the important and significant factors that influence business organizations to 
adopt e-government, it also seeks the relationship of business organizations 
satisfaction level with e-govemment success variables, and finally to examine 
the moderating role of trust from a business centric perspective. Using a 
survey research design, a sample of299 business managers and staff who have 
experience with e-government services were drawn through simple random 
sampling. Combinations of inferential and descriptive statistics were 
performed assisted by the Statistical Package for Social Science (SPSS) and 
Partial Least Square (PLS). The outcomes of this study show that, the E-SQ 
has direct insignificant relationship toward BUS, while it has a significant 
relationship with PEU and PU. The IQ was found to have a direct significant 
relationship towards BUS and PU, but it has a direct insignificant relationship 
with PEU. The SQ was found to have a direct insignificant relationship with 
PEU and PU, but has a direct significant relationship towards BUS. A 
significant relationship between PEU and PU towards BUS in e-government 
was also found, not forgetting that the variable trust was found to have a direct 
significant relationship towards BUS. The findings also indicate that perceived 
usefulness has the most significant relationship with business user satisfaction. 
The outcome of this study shows that the (D&M) IS success model can be 
applied for measuring e-service technologies in Middle Eastern countries such 
as Jordan. However, this will require re-strategizing the way e-government 
service quality is conceptualized and eventually implemented. 
Keywords: e-government, system quality, information quality, e-service 
quality, business user satisfaction. 
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ABSTRAK 
Model Kejayaan Sistem Maklumat (IS) DeLone & McLean (D & M) telah 
menjadi rangka kerja tetap untuk mengukur keberkesanan (IS).Model ini telah 
digunakan dalam pelbagai situasi seperti pendid:ikan dan e-dagang, tetapi 
kurang kerap dalam persekitaran e-kerajaan terutamanya dari perspektif 
perniagaan. Oleh itu, objektif khusus kajian ini bertujuan untuk mengkaji 
konstruk yang mempengaruhi kepuasan pengguna pemiagaan di e-kerajaan 
dengan menggunakan lanjutan (D & M) model, yang merupakan kualiti 
maklumat (IQ), kualiti sistem (SQ), kualiti e-perkhidmatan (E-SQ), tanggapan 
kegunaan (PU), tanggapan kemudahan penggunaan (PEU) dan kepercayaan 
terhadap kepuasan pengguna perniagaan (BUS). Berdasarkan maklumat yang 
sedia ada, satu model konsep telah dibangunkan.Model dan teori 
sistemmaklumat digunakan untuk mengutarakan hubungan antara pernboleh 
ubah dalam model konseptual. Tambahan pula, kajian ini bertujuan untuk 
mengkaji faktor-faktor penting dan signifikan yang mempengaruhi organisasi 
perniagaan untuk rnenerima pakai e-kerajaan, ia juga bertujuan mengkaji 
hubungan tahap kepuasan organisasi perniagaan dengan pembolehubah 
kejayaan e-kerajaan, dan akhirnya untuk mengkaji peranan penyederhana 
amanah daripada perspektif berpusatkan perniagaan. Menggunakan kaedah 
kajian tinjauan, sebanyak 299 sampel pengurus perniagaan dan kakitangan 
yang mempunyai pengalarnan dengan perkhidmatan e-kerajaan telah 
dikenalpasti melalui persampelan rawak mudah. Gabungan statistik inferensi 
dan deskriptif telah dijalankan dengan dibantu oleh Statistical Packcige for 
Social Science (SPSS) dan Partial Least Square (PLS).Hasil kajian ini 
menunjukkan bahawa, E-SQ mempunyai hubungan langsung yang tidak 
penting ke arah BUS, bagaimanapun ia mempunyai hubungan yang signifikan 
dengan PEU dan PU. IQ didapati mempunyai hubungan langsung yang 
signifikan ke arah BUS dan PU, tetapi ia mempunyai hubungan langsung 
yang tidak penting dengan PEU. SQ didapati mempunyai hubungan Iangsung 
yang tidak penting dengan PEU dan PU, tetapi mempunyai hubungan 
langsung yang signifikan Ike arah BUS. Hubungan yang signifikan antara 
PEU dan PU terhadap BUS dalam e-kerajaan juga didapati, tidak ketinggalan 
pembolehubah amanah didapati mempunyai hubungan langsung yang 
signifikan ke arah BUS. Dapatan kajian juga rnenunjukkan bahawa tanggapan 
kegunaan mempunyai hubungan yang paling signifikan dengan kepuasan 
pengguna perniagaan. Hasil kajian ini menggambarkan bahawa model 
kejayaan (D & M) IS sem emangnya boleh diaplikas:ikankan untuk mengukur 
teknologi e-perkhidmatan di negara-negara Timur Tengah seperti 
Jordan. Walau bagaimanapun, ini akan memerlukan penyusunan semula 
strategi cara kualiti perkhidmatan e-kerajaan dikonsepsikan dan akhirnya 
dilaksanakan. 
Kata kunci: e-kerajaan, kualiti sistem, kualiti maklumat, kualiti e-
perkhidmatan, kepuasan pengguna perniagaan. 
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Due to the pace of globalization, the rapid global growth of technology and the 
information contained on the Internet, many governments around the world have 
turned their services from traditional services to e-government services. 
Currently, rather than using traditional services, governments are serving the 
citizens, business organizations and other stakeholders through the internet. 
Serving through the internet, governments have taken several initiatives to 
enhance the effectiveness and efficiency of the services provided through the 
introduction of e-government (Alanezi, Kamil & Basri, 2010). E-govemment is 
the way for governments to use the most innovative ICT services, in some 
specific web-based Internet applications (Ancarani, 2005). 
Information and communication technologies (JCT) have revolutionized the 
processes, operations and structures of public sectors in both developed and 
developing countries (Alshibly& Al-Dmour, 2011; Rana et al., 2015). E-
government applications in developing countries have not been completed 
successfully (Heeks, 2003; UN, 2008; Mkude & Wimmer, 2013; UN, 2012). This 
study thus intends to investigate the success factors of e-government application 
adoption for business organizations in Jordan. Background of the context of this 
study will be presented in next section. 
The contents of 
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Selection Talk about e-government by Ministry of Information and 
Communication Technology 
This section talks about the e-govemment strategy that is followed by the 
Ministry of Information and Communication Technology for the years 2014-
2016. 
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Appendix B 
This Section talks about the sampling phase of the study, the companies that were 
chosen related to the scope 02B. 
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A Questionnaire Survey on E-government Services 
• 
2016 
Dear Sir/ Madam, 
I am a doctoral student of Universiti Utara Malaysia (UUM) under the supervision of 
Professor Dr. Shahizan Hassan & Dr Arfan Shahzad and in fulfilment of the doctoral 
degree; 1 am required to conduct a research that would contribute to the development of 
theoretical knowledge and practice. Toward this end, I am currently working on a 
doctoral dissertation regarding "Electronic Government Success Model for Business 
Sector in Jordan". 
To help me achieve my objective, you have been randomly selected to participate in this 
survey. Your participation is essential for me. Your participation, however, is highly 
appreciated and all your responses will be made confidential and your identity will 
remain anonymous. Furthermore, the result of the studywill be used for educational 
purposes only. 
I expect that the attached survey will take about 20 minutes to fill up. It is very important 
that you personally complete the questionnaire for the results to have meaning. Select the 
answer that best reflects your view. Answer all questions as honestly as possible. There 
are no correct or best answers. Your answers will be part of the grand totals and used 
only for research purposes thereby assuring complete confidentiality. (Please circle the 
appropriate box) 
Once all questions are answered, kindly put the questionnaire into the provided envelop 
so that I could pick it up from you personally. Should you have any questions about the 
survey, please do not hesitate to contact me at these contact information ( 
*******@yahoo.com ),or call me at the following number: +962****** plus Whats-app 
is available at the same number.I would like to thank you in advance for assisting me in 
completing the survey. 
Yours sincerely, 




1.0 Student& Employee Background Information 
Does your company use any of the E-govemment services?! 
No 
I Yesl I 
How long have you been using the E-govemment service? 
D Less than 1 year 01-3 years D 3-5 years D 
more than 5 years 
What is your Age? Below 20 
What is your Gender? I I Male □ 21-30 31-40 D D Female I I 
More than 50 D 41-soCJ 
Your highest level of education? I I Diploma I I Bachelor's degree 
High Diploma I I Masters I I PhDI I 
What is your status? I I Manager I I Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-government services. For each statement, please show the extent 
to which you believe e-goverrunent services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-govemment service has that 
feature, and circling a l means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Quality of the Electronic Government 
(e-government) service. 
1. This e-govemment po11al provides necessary information 
1 2 3 4 5 
and forms to be downloaded. 
2. This e-govemment portal provides helpful instructions for 
1 2 3 4 5 
performing my tasks. 
3. This e-govemment portal provides fast information access. 1 2 3 4 5 
4. This e-govemment portal quickly loads all the text and 
1 2 3 4 5 
graphics. 
5. It is easy to go back and fo1th between pages. 1 2 3 4 5 
6. It only takes a few clicks to locate the information that I 1 2 3 4 5 
need from the e-govemment p0rtal. 
7.The design of this e-government portal is simple and clear 
1 2 3 4 5 
plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Quality of the Electronic 
Government (e-government) service. 
1. Information on e-government portal is free from errors. I 2 3 4 5 
2. This e-govemment portal provides precise information I 2 3 4 5 
according to my need 
3. Information on this e-government po1tal is up to date. I 2 3 4 5 
4. This e-government portal provides the information that I 
1 2 3 4 5 
need at the current time. 
5. Information presented in this e-government portal is useful 
I 2 3 4 5 
and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
I 2 3 4 5 task 
7. The Information that is provided in the e-government portal 












3.0 This section is aimed at understanding the Electro11ic ServiceQuality (e-service) of the 
Electronic Government 
l. This e-government portal makes it easy to find what I need. I 2 3 4 5 
2. This e-govemment portal makes it easy to navigate 
1 2 3 4 5 
anywhere on the site. 
3. This e-govemment portal is well organized. I 2 3 4 5 
4. This e-govemment portal is available at all times. I 2 3 4 5 
5. This e-govemment portal will not misuse my personal 
I 2 3 4 5 
information 
6. The Symbols and messages that declare the security of the 
1 2 3 4 5 
e-government portal are shown. 
7. Automated or human email responses are prompt in thee-
1 2 3 4 5 government portal 
8. lt is easy to fmd the responsible person's contact details. l 2 3 4 5 
9. FAQs are available to help me solve problems by myself on 
l 2 3 4 5 
the e-government portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
2:overnment service 
I. I think that I made the right choice when I started using this 
1 2 3 4 5 online service for my organization. 
2 . This e-government portal is exactly what is needed for this 
l 2 
service 
3 4 5 
3. I am satisfied with the online services provided by the 
l 2 3 4 5 
government. 
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Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government 
Service 
I. Leaming to interact with this e-government portal is easy 
I 2 3 4 
for me. 
2. Interacting with this e-government portal is a clear and 
1 2 3 4 
understandable process. 
3 . I find this e-government portal to be flexible to interact 
1 2 3 4 
with. 
4. Thee-government portal is easy to use. I 2 3 4 
5. It is easy for me to become skilful at using this e-
1 2 3 4 
government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
1. Thls e-govemment portal enhanced my effectiveness in 
searching and using this service. 
2. Thls e-govemment portal provides accurate content. 
3 . Thls e-government portal provides up-to-date content. 
4. Using thls online service enables me to accomplish tasks 
more quickly. 


























7.0 This section is aimed at understandin2 the Trust of the E-2overnment Service. 
I.Thee-government service provides safe transactions 1 2 3 4 
2.The e-government service is trustworthy l 2 3 4 















4.The e-govemment service will not misuse my personal 
1 2 
information 
5.1 believe thee-government service has a good reputation 1 2 
6.1 believe my privacy is protected at this e-government 
1 2 
service 
THANK YOU VERY MUCH FOR YOUR COOPERATION 
AND HA VE A NICE DAY 
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SANIPLES OF RESPONDENTS QUESTIONNAIRE 
ANSWERS 
STUDY SURVEY I 
1.0 Student& Employee Background Information 
Does your company use any of the E-govemment services? D Yes 0 
No 
How long have you been using the E-governrnent service? 
D Less than I year 0 1-3 years □ 3-5 years more than 5 years c=J 
What is your Age? Below 20 
0 □ 21-30 
D 
What is Lnder? Male 31-40 0 
Female 
More than 50 O41-soi=l 
Your highest level of education? I I Diploma I I Bachelor's degree 
High Diploma I I Masters I I PhD0 
What is your status? 0 Manager I I Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-government services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a S means that you strongly agree that E-government service has that 
feature, and circling a 1 means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Quality of the Electronic Government 
( e-government) service. 
1. This e-government portal provides necessary information l ✓ 2 3 4 5 and fonns to be downloaded. 
2. This e-govemment portal provides helpful instructions for I 2✓ 3 4 5 performing my tasks. 
3. This e-government portal provides fast information access. l 2 3✓ 4 5 
4. This e-governrnent portal quickly loads all the text and 
1 ,✓ 3 4 5 
graphics. 
5. It is easy to go back and forth between pages. 1 2 3 ✓ 4 5 
6. It only takes a few clicks to locate the information that I 
I 2 3 t✓ 5 need from thee-government portal. 
7.The design of this e-govemment portal is simple and clear 
1 2 3 ✓ 4 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Quality of the Electronic 
Government (e-goveroment) service. 
l. Information one-government portal is free from errors. 1 2 ,✓ 4 5 
2. This e-government portal provides precise information 
1 2 3 t✓ 5 according to my need 
3. Information on this e-government portal is up to date. 1 2 3 t✓ 5 
4. This e-governrnent portal provides the information that I 
1 2 ,✓ 4 5 
need at the current time. 
5. Information presented in this e-government portal is useful 
1 ,✓ 3 4 5 
and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
1 2 3 i✓ 5 task 
7.The Information that is provided in the e-govemment portal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
1. This e-goverrunent portal makes it easy to find what I need. 1 2 3✓ 4 5 
2. This e-government portal makes it easy to navigate 1 ✓ 2 3 4 5 anywhere on the site. 
3. This e-govemment portal is well organized. 1 2✓ 3 4 5 
4. This e-government portal is available at all times. 1 2 3✓ 4 5 
5. This e-government portal will not misuse my personal 
1 2 3 4✓ 5 information 
6. The Symbols and messages that declare the security of the 
1 )✓ 3 4 5 
e-governrnent portal are shown. -
7. Automated or human email responses are prompt in the e- 1 2 ,✓ 4 5 government portal 
8. It is easy to find the responsible person's contact details. 1 2 3✓ 4 5 
9. FAQs are available to help me solve problems by myself on 
1 ")✓ 3 4 5 the e-government portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service 
1. I think that I made the right choice when I started using this 
1 2✓ 3 4 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this 
1 2✓ 3 4 5 service 
3. I am satisfied with the online services provided by the 
1 2 3✓ 4 5 government. 
Strongly disagree I Disalree I Neither agr~e or disagree I Ag;ee I Strong~ agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government 
Service 
1. Leaming to interact with this e-government portal is easy 
1 2✓ 3 4 5 for me. 
2. Interacting with this e-government portal is a clear and 
1 2 3✓ 4 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
with. 
1 2 3✓ 4 
4. Thee-government portal is easy to use. 1 2 3 4✓ 
5. It is easy for me to become skilful at using this e- 1 2 3✓ 4 
government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
1. This e-govern.ment portal enhanced my effectiveness in 
searching and using this service. 
2. This e-government portal provides accurate content. 
3. This e-govemment portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 


























7.0 This section is aimed at understandin2 the Trust of the E-2overnment Service. 
l .Thee-government service provides safe transactions 1 2✓ 3 4 
2.The e-government service is trustworthy 1 2✓ 3 4 
3.The e-government service is secured 1 2 3✓ 4 
4.The e-govemment service will not misuse my personal 
1 2 3✓ 4 information 
5. I believe the e-government service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-government 1 
service 
















STUDY SURVEY 2 
1.0 Student& Employee Back2round Information 
r . ?I Does your company use any o the E-govenunent services. I Yes 0 
No 
How long have you been using the E-govemment service? 
D Less than l year D l-3 years D 3-5 years more 
than 5 years l?1 
What is your Age? Below 20 
0 D What is your Gender? Male 0 D Female I I 
21-30 31-40 
More than 50 D 41-soD 
Your highest level of education? I I Diploma I I Bachelor's degree 
High Diploma 
I I 
Masters 0 ~ 
What is your status? I I Manager 0 Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-government services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-govemment service has that 
feature, and circling a 1 means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the Svstem Quality of the Electronic Government 
( e-2overnment) service. 
l. This e-government portal provides necessary information l ✓ 2 and forms to be downloaded. 3 4 5 
2. This e-government portal provides helpful instructions for 1 2✓ 3 4 5 performing my tasks. 
3. This e-government portal provides fast information access. 1 2 3✓ 4 5 
4. This e-government portal quickly loads all the text and 
1 2 3 ~✓ 5 graphics. 
5. It is easy to go back and forth between pages. 1 2 3 4 ✓ 
6. It only takes a few clicks to locate the in.formation that I l 2 3 4 ✓ 
need from the e-government oortal. 
7.The design of this e-government portal is simple and clear 1 2 3 +✓ 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Quality of the Electronic 
Government (e-government) service. 
1. Information on e-govemment portal is free from errors. 1 2 3 ✓ 4 5 
2. This e-government porta l provides precise information 
1 2 3✓ 4 5 according to my need 
3. Information on this e-government portal is up to date. 1 2 , ✓ 4 5 
4. This e-government portal provides the information that I 
1 2 3 ~✓ 5 need at the current time. 
5. Information presented in this e-government portal is useful 
1 2 3 t✓ 5 and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
1 2 3 ✓ 4 5 task 
7.The Information that is provided in thee-government po1tal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
1. This e-govemment portal makes it easy to find what I need. l 2✓ 3 4 5 
2. This e-government portal makes it easy to navigate l 2✓ anywhere on the site. 3 4 5 
3. This e-govemment portal is well organized. 1 2 3✓ 4 5 
4. This e-govemment portal is available at all times. 1 2 3✓ 4 5 
5. This e-government portal will not misuse my personal 
1 2 3 4✓ 5 information 
6. The Symbols and messages that declare the security of the 
1 2 3 .✓ 5 e-government portal are shown. 
7. Automated or human email responses are prompt in thee-
1 2 3✓ 4 5 government portal 
8. It is easy to find the responsible person's contact details. 1 2 3 i✓ 5 
9. FAQs are available to help me solve problems by myself on 
1 2 3 i✓ 5 the e-government portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service 
1. I think that I made the right choice when I started using this 
1 2 3✓ 4 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this 
1 2✓ 3 4 5 service 
3. I am satisfied with the online services provided by the 
1 2 3✓ 4 5 government. 
Strongly disagree I Dis;gree , ! Neither agre; or disagree I Ag;ee I Strong~ agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-govemment 
Service 
1. Leaming to interact with this e-government portal is easy 
l 2 3✓ 4 5 for me. 
2. Interacting with this e-government portal is a clear and 
1 2 3✓ 4 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3 4✓ with. 
4. Thee-government portal is easy to use. 1 2 3 4✓ 
5. It is easy for me to become skilful at using this e- 1 2 3 4✓ government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
1. This e-government portal enhanced my effectiveness in 
searching and using this service. 
2. This e-govemment portal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 



























7.0 This section is aimed at understanding the Trust of the E-government Service. 
I .The e-government service provides safe transactions 1 2 3✓ 4 
2.The e-government service is trustworthy 1 2✓ 3 4 
3.The e-government service is secured I 2 3 4✓ 
4.The e-government service will not misuse my personal 
1 2 3 4✓ information 
5.I believe the e-govemment service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-government 
















STUDY SURVEY 3 
1.0 Student& Employee Background Information 
Does your company use any of the E-government services? Yes 0 
No c:::J 
How long have you been using the E-govemment service? 
D Less than 1 year D 1-3 years [~]' 3-5 years 
more than 5 years n 
What is your Age? Below 
20 
What is your Gender? I I Male 
□ 21-30 
D 
Female0 31-40 0 
More than 50 0 41-501 
Your highest level of education? I I Diploma Bachelor's 
degree 0 
High Diploma I I Masters I PhD I I 
What is your status? 
I I 
Manager 0 Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-government services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-government service has that 
feature, and circling a 1 means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the Svstem Oualitv of the Electronic Government 
( e-government) service. 
1. This e-government portal provides necessary information 
I 2 3✓ 4 5 and forms to be downloaded. 
2. This e-government portal provides helpful instructions for 
1 2 3 4✓ 5 performing my tasks. 
3. 1bis e-government portal provides fast infonnation access. 1 2 3 4✓ 5 
4. This e-govemment po1tal quickly loads all the text and 
I 2 3 i✓ 5 graphics. 
5. It is easy to go back and forth between pages. I 2 3 i✓ 5 
6 . It only takes a few clicks to locate the information that I 
I 2 )✓ 4 5 need from thee-government portal. 
7.The design of this e-government portal is simple and clear 
1 2 ,✓ 4 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Oualitv of the Electronic 
Government (e-government) service. 
1. Information on e-governrnent portal is free from errors. 1 2 3 ✓ 4 5 
2. This e-government portal provides precise information I ,✓ 3 4 5 
according to my need 
3. Information on this e-government portal is up to date. 1 2 3✓ 4 5 
4. This e-government portal provides the information that I 
1 2 3✓ 4 5 need at the current time. 
5. Information presented in this e-governrnent portal is useful 
I 2 3 ~✓ 5 and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
1 2 3 ✓ 4 5 task 
7.The Information that is provided in the e-governrnent portal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
1. This e-government portal makes it easy to find what I need. 1 2✓ 3 4 5 
2. This e-govemment portal makes it easy to navigate 
l 2✓ 3 4 5 anywhere on the site. 
3. This e-government portal is well organized. l 2 3✓ 4 5 
4. This e-government portal is available at all times. 1 2 3✓ 4 5 
5. This e-government portal will not misuse my personal 
1 2 3✓ 4 5 information 
6. The Symbols and messages that declare the security of the 
1 2 3 ~✓ 5 e-government portal are shown. 
7. Automated or human email responses are prompt in thee- 1 2 3✓ 4 5 government portal 
8. It is easy to find the responsible person's contact details. 1 2 3 ~✓ 5 
9. FAQs are available to help me solve problems by myself on 
1 2 3✓ 4 5 the e-government portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service 
1. I think that I made the right choice when I started using this 
1 2✓ 3 4 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this 1 2✓ 3 4 5 service 
3. I am satisfied with the online services provided by the 
1 2✓ government. 3 4 5 
Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government 
Service 
1. Learning to interact with this e-government portal is easy 
1 2✓ 3 4 5 for me. 
2. Interacting with this e-government portal is a clear and 
1 2 3✓ 4 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3✓ 4 5 with. 
4. Thee-government portal is easy to use. 1 2 3✓ 4 5 
5. It is easy for me to become skilful at using this e-
1 2 3 4✓ 5 government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e"government 
Service 
1. This e-government portal enhanced my effectiveness in 
searching and using this service. 
2. This e-government portal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 































7.0 This section is aimed at understanding the Trust of the E"government Service. 
1.The e-government service provides safe transactions 1 2✓ 3 4 5 
2.The e-government service is trustworthy 1 2 3✓ 4 5 
3 .The e-government service is secured 1 2 3✓ 4 5 
4.The e-government service will not misuse my personal 
1 2 3 4✓ 5 information 
5.I believe thee-government service has a good reputation l 2 3 4✓ 5 
6.I believe my privacy is protected at this e-government 
1 2 3 4 5✓ service 
236 
STUDY SURVEY 4 
1.0 Student& Employee Background Information 
Does your company use any of the E-govemment services? 0 Yes 
No ~ 
How long have you been using the E-government service? 
Less than 1 year D 0 1-3 years 3-5 years D 
more than 5 years D 
What is your Age? Below 20 
DD What is your Gender? Male 0 □ 21-30 31-40 
Female I I D 
41-500 More than 50 
Your highest level of education? I J Diploma I I Bachelor's degree 
High Diploma I I Masters 0 PhD I I 
What is your status? 0 Manager I I Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-govemment services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-government service has that 
feature, and circling a 1 means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Qualify of the Electronic Government 
(e-2overnment) service. 
1. This e-government portal provides necessary information 
1 2 3✓ 4 5 and forms to be downloaded. 
2. This e-govemment portal provides helpful instructions for 
1 2✓ 3 4 5 performing my tasks. 
3. This e-govemment portal provides fast information access. 1 2 3✓ 4 5 
4. This e-government portal quickly loads all the text and 
1 2 3 i✓ 5 graphics. 
5. It is easy to go back and forth between pages. 1 2 3 i✓ 5 
6. It only takes a few clicks to locate the information that I 
1 2 3 i✓ 5 need from the e-government portal. 
7.The design of this e-government portal is simple and clear 
I 2 3✓ 4 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Quality of the Electronic 
Government (e-govemment) service. 
I. Information on e-govemment portal is free from errors. 1 2 3 i✓ 5 
2. This e-government portal provides precise information 
1 2 3✓ 4 5 according to my need 
3. Information on this e-government portal is up to date. 1 2 3 i✓ 5 
4. This e-government portal provides the information that I 
1 2 3 i✓ 5 need at the current time. 
5. Information presented in this e-government portal is useful 
1 2 )✓ 4 5 and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
1 2 3 ~✓ 5 task 
7.The Information that is provided in thee-government portal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronjc Government 
1. This e-govemment portal makes it easy to find what I need. 1 2✓ 3 4 5 
2. This e-govemment portal makes it easy to navigate 
1 2 3✓ 4 5 anywhere on the site. 
3. This e-government portal is well organized. 1 2 3✓ 4 5 
4. This e-govemment portal is available at all times. 1 2 3 4✓ 5 
5. This e-govemment portal will not misuse my personal 
1 2 3 4✓ 5 information 
6. The Symbols and messages that declare the security of the 
1 2 3 i✓ 5 e-govemment portal are shown. 
7. Automated or human email responses are prompt in the e-
1 2 ,✓ 4 5 government portal 
8. It is easy to find the responsible person's contact details. 1 2 3 ~✓ 5 
9. FAQs are available to help me solve problems by myself on 
1 2 ,✓ 4 5 the e-government portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service 
1. I think that I made the right choice when I started using this 
1 2✓ 3 4 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this 
1 2 3✓ 4 5 service 
3. I am satisfied with the online services provided by the 
1 2 3✓ 4 5 government. 
Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
I 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government 
Service 
1. Learning to interact with this e-government portal is easy 
1 2 3✓ 4 5 for me. 
2. Interacting with this e-government portal is a clear and 
1 2 3 4✓ 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3✓ 4 with. 
4. The e-govemment portal is easy to use. 1 2 3 4✓ 
5. It is easy for me to become skilful at using this e-
1 2 3 4✓ government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
1. This e-government portal enhanced my effectiveness in 
searching and using this service. 
2. This e-government portal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 


























7.0 This section is aimed at understanding the Trust of the E-govemment Service. 
I .The e-govemment service provides safe transactions 1 2 3✓ 4 
2.The e-government service is trustworthy l 2✓ 3 4 
3. The e-govemment service is secured 1 2 3 4✓ 
4.The e-govemment service will not misuse my personal 
1 2 3✓ 4 information 
5.I believe thee-government service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-government 

















1.0 Student& Employee Background Information 
Does your company use any of the E-government services? 0 Yes 
No c=J 
How long have you been using the E-govemment service? 
D Less than 1 year 0 1-3 years D 3-5 years 
more than 5 years D 
What is your Age? Below 
20 
What is your Gender? I I Male D 
Female0 □ 21-30 31-40 0 
Morethan50 041-501 
Your highest level of education? I I Diploma I I Bachelor's degree 
High Diploma 0 Masters I I PhD I I 
What is your status? I I Manager 0 Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-government services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-government service has that 
feature, and circling a I means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Quality of the Electronic Government 
( e-2overnmen t) service. 
1. This e-government portal provides necessary information 1 2✓ 3 4 5 and forms to be downloaded. 
2. This e-government portal provides helpful instructions for l 2✓ 3 4 5 performing my tasks. 
3. This e-govemment portal provides fast information access. l 2 3✓ 4 5 
4. This e-govemment portal quickly loads all the text and 
1 ]✓ 3 4 5 
graphics. 
5. It is easy to go back and forth between pages. 1 2 3 i✓ 5 
6. It only takes a few clicks to locate the information that I 
1 2 3 ✓ 5 
need from the e-government portal. 
7.The design of this e-government portal is simple and clear I 2 3 ✓ 5 
plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Quality of the Electronic 
Government ( e-2overnment) service. 
1. Information one-government portal is free from errors. 1 2 3 ✓ 4 5 
2. This e-govemment portal provides precise information 
1 2 3 ~✓ 5 according to my need 
3. Information on this e-government portal is up to date. 1 2 
: 
3 +✓ 5 
4. This e-govemment portal provides the information that I 
1 2 3 +✓ 5 need at the current time. 
5. Information presented in this e-government portal is useful 
1 2 3 i✓ 5 and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
I 2 ,✓ 4 5 task 
7.The Information that is provided in thee-government portal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
1. This e-government portal makes it easy to find what I need. 1✓ 2 3 4 5 
2. This e-government portal makes it easy to navigate 
1 2✓ 3 4 5 anywhere on the site. 
3. This e-government portal is well organized. 1 2 3✓ 4 5 
4. This e-governrnent portal is available at all times. 1 2 3✓ 4 5 
5. This e-governrnent portal will not misuse my personal 
1 2 3✓ 4 5 information 
6. The Symbols and messages that declare the security of the 
1 2 3 l✓ 5 e-government portal are shown. 
7. Automated or human email responses are prompt in thee-
1 2 3 l✓ 5 government portal 
8. It is easy to find the responsible person's contact details. 1 2 3 l✓ 5 
9. FAQs are available to help me solve problems by myself on 
1 2 )✓ 4 5 the e-government portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service 
1. I think that I made the right choice when I started using this 
1 2 3✓ 4 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this 
1 2 
service 3✓ 4 5 
3. I am satisfied with the online services provided by the 
1 2 3 4✓ 5 government. 
Strongly disagree I Disalree I Neither agre
3
e or disagree I Ag;ee I Strongt agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government 
Service 
1. Leaming to interact with this e-government portal is easy 
1 2 3✓ 4 5 for me. 
2. Interacting with this e-government portal is a clear and 
1 2 3✓ 4 5 understandable process. 
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3. I find this e-govenunent portal to be flexible to interact 
1 2 3 4✓ with. 
4. Thee-government portal is easy to use. I 2 3 4✓ 
5. It is easy for me to become skilful at using th.is e-
1 2 3 4✓ government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
I. This e-government po1tal enhanced my effectiveness in 
searching and using this service. 
2. This e-government portal provides accurate content. 
3. Th.is e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 


























7.0 This section is aimed at understandin2 the Trust of the E-2overnment Service. 
I .Thee-government service provides safe transactions 1 2 3✓ 4 
2. The e-government service is trustworthy 1 2 3 4✓ 
3.The e-government service is secured 1 2 3 4✓ 
4.The e-govemment service will not misuse my personal 
I 2 3 4✓ information 
5.1 believe the e-government service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-government 
















STUDY SURVEY 6 
1.0 Student& Employee Back2round Information 
Does your company use any of the E-government services? 0 Yes 
No I I 
How long have you been using the E-government service? 
D Less than l year 0 1-3 years 03-5 years 
more than 5 years D 
What is your Age? Below 20 
l~l D What is your Gender? Male 0 D Female I 
I 
21-30 31-40 
More than 50 041-soCJ 
Your highest level of education? I I Diploma I I Bachelor's degree 
High Diploma 
I I 
Masters 0 PhD I I 
What is your status? I I Manager 0 Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-government services. For each statement, please show the extent 
to which you believe e-govemment services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-governroent service has that 
feature, and circling a 1 means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Quality of the Electronic Government 
(e-2overnment) service. 
1. This e-government portal provides necessary information 
l 2 3✓ 4 5 and forms to be downloaded. 
2. This e-government portal provides helpful instructions for 
l 2 3 4✓ 5 performing my tasks. 
3. This e-government portal provides fast information access. 1 2 3 4✓ 5 
4. This e-government portal quickly loads all the text and 
1 2 3 ~✓ 5 graphics. 
5. It is easy to go back and forth between pages. I 2 3 i✓ 5 
6. It only takes a few clicks to locate the information that I 
I 2 ~✓ 4 5 need from thee-government portal. 
7.The design of this e-government portal is simple and clear 
I 2 3 i✓ 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Quality of the Electronic 
Government (e-2overnment) service. 
1. Information on e-govemment portal is free from errors. 1 2 3 ~✓ 5 
2. This e-government portal provides precise information 
l 2 3 ~✓ 5 according to my need 
3. Information on this e-government portal is up to date. 1 2 3 4 ✓ 
4. This e-government portal provides the information that I 
1 2 3 4 ✓ need at the current time. 
5. Information presented in this e-government portal is useful 
1 2 3 i✓ 5 and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
1 2 3 i✓ 5 task 
7.The Information that is provided in thee-government portal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
1. This e-government portal makes it easy to find what I need. l 2✓ 3 4 
2. This e-govemment portal makes it easy to navigate 1 2 3✓ 4 anywhere on the site. 
3. This e-govemment portal is well organized. I 2 3 4✓ 
4. This e-government portal is available at all times. 1 2 3 4✓ 
5. This e-governrnent portal will not misuse my personal 
1 2 3✓ 4 information 
6. The Symbols and messages that declare the security of the l 2 3 4✓ 5 e-government portal are shown. 
7. Automated or human email responses are prompt in thee- l 2 3 ~✓ 5 government portal 
8. It is easy to find the responsible person's contact details. 1 2 ~✓ 4 5 
9. FAQs are available to help me solve problems by myself on 
1 2 3 +✓ 5 the e-govemment portal 
4.0 This section is aimed at understanding the Business User Sati.sfactio11 of the E-
government service 
l. I think that I made the right choice when I started using this 
I 2 3 4✓ online service for my organization. 
2. This e-governrnent portal is exactly what is needed for this 
I 2 3✓ 4 service 
3. I am satisfied with the online services provided by the 
1 2 3 4✓ government. 
Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 










l. Leaming to interact with this e-government portal is easy 
1 2 3 4✓ 5 for me. 
2. Interacting with this e-govemment portal is a clear and 
l 2 3 4✓ 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3 4✓ 5 with. 
4. Thee-government portal is easy to use. 1 2 3✓ 4 5 
5. It is easy for me to become skilful at using this e-
I 2 3✓ 4 5 government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
1. This e-govemment portal enhanced my effectiveness in 
searching and using this service. 
2. This e-government pottal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 



















3✓ 4 5 
3 4✓ 5 
3 4 5✓ 
3 4 5✓ 
3 4✓ 5 
Strongly agree 
5 
7.0 This section is aimed at understanding the Trust of the E-government Service. 
1. The e-government service provides safe transactions 1 2 3✓ 4 5 
2.The e-govemment service is trustworthy 1 2✓ 3 4 5 
3. The e-govemment service is secured 1 2 3✓ 4 5 
4.The e-government service will not misuse my personal 
1 2 3 4✓ 5 information 
5.1 believe thee-government service has a good reputation 1 2 3 4✓ 5 
6.I believe my privacy is protected at this e-government 
1 2 3✓ 4 5 service 
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STUDY SURVEY 7 
1.0 Student& Employee Background Information 
Does vour company use any of the E-government services? 0 Yes 
No I I 
How long have you been using the E-goverrunent service? 
D Less than 1 year 1-3 years D 3-5 years D 
more than 5 years 0 
What is your Age? Below 
20 
What is your Gender? I I Male D 
Female0 021-30 31-40 0 
More than 50 O41-soD 
Your highest level of education? I I Diploma I I Bachelor's degree 
High Diploma I I Masters I I PhD0 
What is your status? 0 Manager I I Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-government services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-govemment service has that 
feature, and circling a I means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Quality of the Electronic Government 
( e-2ovemment) service. 
1. This e-govemment portal provides necessary information 
1 2✓ 3 4 5 and forms to be downloaded. 
2. This e-government portal provides helpful instructions for 
1 2 3✓ 4 5 performing my tasks. 
3. This e-govemrnent portal provides fast information access. l 2 3✓ 4 5 
4. This e-government portal quickly loads all the text and 
l 2 3✓ 4 5 graphics. 
5. It is easy to go back and forth between pages. I 2 3 fl✓ 5 
6. It only takes a few clicks to locate the information that I 
1 2 3✓ 4 5 need from the e-governrnent portal. 
7.The design of this e-government portal is simple and clear 
1 2 B✓ 4 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Oualitv of the Electronic 
Government (e-government) service. 
I. Information on e-govemment portal is free from errors. 1 2 B✓ 4 5 
2. This e-government portal provides precise information 
1 2 3✓ 4 5 according to my need 
3. Information on this e-government portal is up to date. 1 2 ,✓ 4 5 
4. This e-government portal provides the information that I 
1 z✓ 3 4 5 need at the current time. 
5. Information presented in this e-governrnent portal is useful 
1 2 3✓ 4 5 and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
1 2 3 4✓ 5 task 
7. The Information that is provided in the e-government portal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
l. This e-govemment portal makes it easy to find what I need. 1 2 3✓ 4 5 
2. This e-government portal makes it easy to navigate 
1 2 3✓ 4 5 anywhere on the site. 
3. This e-government portal is well organized. I 2 3✓ 4 5 
4. This e-govemment portal is available at all times. 1 2 3 4✓ 5 
5. This e-government portal will not misuse my personal 
1 2 3✓ 4 5 information 
6. The Symbols and messages that declare the security of the 
1 2 ,✓ 4 5 
e-government Portal are shown. 
7. Automated or human email responses are prompt in the e-
l 2 3 4✓ 5 government pcrtal 
8. It is easy to find the responsible person's contact details. 1 2 ,✓ 4 5 
9. FAQs are available to help me solve problems by myself on 
1 2 ,✓ 4 5 the e-govemment portal 
4.0 This section is aimed at understanding the Business User Satisfactum of the E-
government service 
1. I think that I made the right choice when I started using this 
l 2 3✓ 4 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this l 2 3✓ 4 5 service 
3. I am satisfied with the onl.ine services provided by the 
1 2 3✓ 4 5 government. 
Strongly disagree I Disalree I Neither agre; or disagree 
J A~ee I Strong~ agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-governmeot 
Service 
1. Learning to interact with this e-government portal is easy 
1 2 3 4✓ 5 for me. 
2. Interacting with this e-government portal is a clear and 
1 2 3 4✓ 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
I 2 3 4✓ 5 with. 
4. The e-govemment portal is easy to use. I 2 3✓ 4 5 
5. It is easy for me to become skilful at using this e-
1 2 3✓ 4 5 government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-govemment 
Service 
I. This e-govemment portal enhanced my effectiveness in 
searching and using this service. 
2. This e-govemment portal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables roe to accomplish tasks 
more quickly. 



















3✓ 4 5 
3✓ 4 5 
3 4✓ 5 
3 4✓ 5 
3✓ 4 5 
Strongly agree 
5 
7 .0 This section is aimed at understanding the Trust of the E-govemment Service. 
I .The e-government service provides safe transactions I 2 3✓ 4 5 
2.The e-govemroent service is trustworthy 1 2 3✓ 4 5 
3.The e-government service is secured 1 2 3✓ 4 5 
4.The e-govemrnent service will not misuse my personal 
1 2 3 4✓ 5 information 
5.1 believe thee-government service has a good reputation 1 2 3 4✓ 5 
6.1 believe my privacy is protected at this e-government 
1 2 3✓ 4 5 service 
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STUDY SURVEY 8 
1.0 Student& Employee Background Information 
Does vour company use any of the E-government services? f~l Yes 
No I I 
How long have you been using the E-govemment service? 
D Less than 1 year 0 1-3 years 03-5 years 
more than 5 years n 
What is your Age? Below 20 
0 D What is your Gender? Male 0 D Female I I 
21-30 31-40 
More than 50 041-500 
Your highest level of education? I I Diploma I I Bachelor's degree 
High Diploma 
I I 
Masters 0 PhD I I 
What is your status? 0 Manager I I Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-govemment services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-government service has that 
feature, and circling a l means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Quality of the Electronic Government 
( e-government) service. 
1. This e-govemment portal provides necessary information 
1 2 3✓ 4 5 and forms to be downloaded. 
2. This e-govemment po1ial provides helpful instructions for 
1 2 3✓ 4 5 performing my tasks. 
3. This e-govemment portal provides fast information access. 1 2 3✓ 4 5 
4. This e-govemment portal quickly loads all the text and 
1 2 3 i✓ 5 graphics. 
5. It is easy to go back and forth between pages. I 2 3 t✓ 5 
6. It only takes a few clicks to locate the information that I 
1 2 3✓ 4 5 need from the e-govemment portal. 
7.The design ofthis e-govemment portal is simple and clear 
1 2 3 ✓ 4 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Oualitv of the Electronic 
Government (e-govemment) service. 
1. Information one-government portal is free from errors. 1 2 3 ✓ 4 5 
2. This e-government portal provides precise information I 2 3✓ 4 5 according to my need 
3. Information on this e-govemment portal is up to date. I 2 3 i✓ 5 
4. This e-government portal provides the information that I 
1 2 3 i✓ 5 need at the current time. 
5. Information presented in this e-govemment portal is useful 
I 2 3 i✓ 5 and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
1 2 3 ~✓ 5 task 
7.The Information that is provided in thee-government portal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
1. This e-government portal makes it easy to find what I need. 1 2 3✓ 4 5 
2. This e-government portal makes it easy to navigate 1 2 3✓ 4 5 anywhere on the site. 
3. This e-government portal is well organized. 1 2 3 4✓ 5 
4. This e-government portal is available at all times. I 2 3 4✓ 5 
5. This e-governrnent portal will not misuse my personal 
1 2 3✓ 4 5 information 
6. The Symbols and messages that declare the security of the 1 2 ,✓ 4 5 
e-government portal are shown. 
7. Automated or human email responses are prompt in the e-
I 2 3 i✓ 5 government portal 
8. It is easy to find the responsible person' s contact details. 1 2 3 ✓ 4 5 
9. FAQs are available to help me solve problems by myself on 
1 2 ,✓ 4 5 the e-government portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service 
1. I think that I made the right choice when I started using this 
1 2 3 4✓ 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this 
1 2 3✓ 4 5 service 
3. I am satisfied with the online services provided by the 
1 2 3 4✓ 5 government. 
Strongly disagree I Disa
2
gree I Neither agre; or disagree ,A~ee I Strongt agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-govemment 
Service 
1. Leaming to interact with this e-government portal is easy 
1 2 3 4✓ 5 for me. 
2. Interacting with this e-government portal is a clear and 
1 2 3 4✓ 5 understandable process. 
255 
3. I find this e-govemment portal to be flexible to interact 
1 2 3 4✓ 5 with. 
4. The e-govemment portal is easy to use. 1 2 3✓ 4 5 
5. It is easy for me to become skilful at using this e-
1 2 3✓ 4 5 government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
1. This e-govemment portal enhanced my effectiveness in 
searching and using this service. 
2. This e-government portal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 



















3✓ 4 5 
3 4✓ 5 
3✓ 4 5 
3 4✓ 5 
3 4✓ 5 
Strongly agree 
5 
7.0 This section is aimed at understanding the Trust of the E-government Service. 
l.The e-governrnent service provides safe transactions 1 2 3✓ 4 5 
2.The e-govemment service is trustworthy 1 2 3✓ 4 5 
3.The e-governrnent service is secured 1 2 3✓ 4 5 
4.The e-government service will not rrususe my personal 
1 2 3 4✓ 5 information 
5 .I believe the e-govemment service has a good reputation 1 2 3 4✓ 5 
6.I believe my privacy is protected at this e-govemment 
1 2 3✓ 4 5 service 
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STUDY SURVEY 9 
1.0 Student& Employee Backt!round Information 
Does your company use any of the E-government services? Yes 0 
No c=J 
How long have you been using the E-goverrunent service? 
D Less than I year D 1-3 years 0 3-5 years 
more than 5 years D 
What is your Age? Below 20 
D What is yom Gender? I I Male □ 21-30 0 
Female@ 
31-40 
More than 50 041-soD 
Your highest .level of education? I I Diploma Bachelor's 
degree 0 
High Diploma I I Masters I I PhD I I 
What is your status? 
I I 
Manager 0 Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-govemment services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-government service has that 
feature, and circling a I means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Quality of the Electronic Government 
(e-govemment) service. 
1. This e-government portal provides necessary information 
I 2 3✓ 4 5 and forms to be downloaded. 
2. This e-government pottal provides helpful instructions for 
1 2 3✓ 4 5 perfonning my tasks. 
3. This e-government portal provides fast information access. 1 2 3✓ 4 5 
4. This e-government portal quickly loads all the text and 
l 2 3 :i✓ 5 graphics. 
5. It is easy to go back and forth between pages. 1 2 3 ~✓ 5 
6. It only takes a few clicks to locate the information that I 
1 2 ~✓ 4 5 need from the e-governrnent portal. 
7.The design of this e-government portal is simple and clear l 2 ~✓ 4 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Information Quality of the Electronic 
Government (e-government) service. 
1. Information on e-government portal is free from errors. l 2 ,✓ 4 5 
2. This e-government portal provides precise information l 2 ,✓ 4 5 according to my need 
3. Information on this e-govemment portal is up to date. l 2 ,✓ 4 5 
4. This e-government portal provides the information that I 
1 2 ,✓ 4 5 need at the current time. 
5. Information presented in this e-govemment portal is useful 
1 2 3 :i✓ 5 and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
1 2 ,✓ 4 5 task 
7.The Information that is provided in thee-government portal 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
1. This e-government portal makes it easy to find what I need. 1 2✓ 3 4 5 
2. This e-government portal makes it easy to navigate 
1 2✓ 3 4 5 anywhere on the site. 
3. This e-government portal is well organized. 1 2 3✓ 4 5 
4. This e-government portal is available at all times. 1 2✓ 3 4 5 
5. This e-government portal will not misuse my personal 
1 2 3✓ 4 5 information 
6. The Symbols and messages that declare the security of the 
1 )✓ 3 4 5 
e-govemment portal are shown. .. 
7. Automated or human email responses are prompt in thee-
1 2 l ✓ 4 5 government portal 
8. It is easy to find the responsible person's contact details. 1 2 ,✓ 4 5 
9. FAQs are available to help me solve problems by myself on 
1 2 )✓ 4 5 the e-govemment portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service 
1. I think that I made the right choice when I started using this 
1 2✓ 3 4 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this 
l 2✓ 3 4 5 service 
3. I am satisfied with the online services provided by the 
1 2✓ 3 4 5 government. 
Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government 
Service 
1. Leaming to interact with this e-government portal is easy 
1 2✓ 3 4 5 for me. 
2. Interacting with this e-govemrnent portal is a clear and 
1 2 3✓ 4 5 understandable process. 
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3. I find this e-governrnent portal to be flexible to interact 1 2 3✓ 4 with. 
4. The e-governrnent portal is easy to use. 1 2 3✓ 4 
5. It is easy for me to become skilful at using this e-
l 2 3 4✓ government porta.l 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
1. This e-government portal enhanced my effectiveness in 
searching and using this service. 
2. This e-govemment portal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 


























7.0 This section is aimed at understanding the Trust of the E-~ovemment Service. 
I .The e-govemment service provides safe transactions 1 2✓ 3 4 
2.The e-govemment service is trustworthy 1 2 3✓ 4 
3.The e-government service is secured 1 2 3✓ 4 
4.The e-govemment service will not misuse my personal 
1 2 3✓ 4 infonnation 
5.1 believe thee-government service has a good reputation 1 2 3 4✓ 
6.1 believe my privacy is protected at this e-govemment 
















STUDY SURVEY 10 
1.0 Student& Employee Background Information 
Does your company use any of the E-government services? 0 Yes 
No C=:J 
How long have you been using the E-government service? 
Less than 1 year D 0 1-3 years 3-5 years D 
more than 5 years D 
What is your Age? Below 20 
D 
□ 21-30 
What is yow Gender? Male 0 31-40 □ 
Female I I More than 50 D 
41-50 0 
Your highest level of education? I I Diploma I I Bachelor's degree 
High Diploma I I Masters 0 PhD I I 
What is your status? 0 Manager I I Employee 
SECTION A: 
DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-govemment services. For each statement, please show the extent 
to which you believe e-government services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a 5 means that you strongly agree that E-government service has that 
feature, and circling a 1 means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 












1.0 This section is aimed at understanding the System Quality of the Electronic Government 
( e-2overnment) service. 
l. This e-government portal provides necessary information 
1 2 3✓ 4 5 and forms to be downloaded. 
2. This e-government portal provides helpful instructions for 
1 2 3✓ 4 5 performing my tasks. 
3. This e-government portal provides fast information access. 1 2 3✓ 4 5 
4. This e-government portal quickly loads all the text and 
1 ~✓ 3 4 5 graphics. 
5. It is easy to go back and forth between pages. 1 ,✓ 3 4 5 
6. It only takes a few clicks to locate the information that I 
1 2 B✓ 4 5 need from the e-govemment portal. 
7.The design of this e-government portal is simple and clear 
1 2 3✓ 4 5 plus the information display on the portal is clear 
2.0 This section is aimed at understanding the Infonnatio11 Quality of the Electronic 
Government (e-government) service. 
1. Information one-government portal is free from errors. 1 2 3 ~✓ 5 
2. This e-government portal provides precise information l 2 ,✓ 4 5 
according to my n eed 
3. Information on this e-government portal is up to date. I 2 ,✓ 4 5 
4. This e-government portal provides the information that I 
1 2 ,✓ 4 5 
need at the current time. 
5. Information presented in this e-government portal is useful 
1 2 ,✓ 4 5 
and relevant to the subject matter. 
6. Information contains necessary topics to complete related 
l 2 3 i✓ 5 task 












3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the 
Electronic Government 
l. This e-government portal makes it easy to find what I need. 1 2✓ 3 4 5 
2. This e-government portal makes it easy to navigate 1 2 3✓ 4 5 anywhere on the site. 
3. This e-government portal is well organized. I 2 3✓ 4 5 
4. This e-government portal is available at all times. 1 2 3✓ 4 5 
5. This e-govemment portal will not misuse my personal 
1 2 3 4✓ 5 information 
6. The Symbols and messages that declare the security of the I 2 3 ✓ 4 5 e-goverrunent portal are shown. 
7. Automated or human email responses are prompt in the e-
l 2 3✓ 4 5 government portal 
8. It is easy to find the responsible person' s contact details. 1 2 3 i✓ 5 
9. FAQs are available to help me solve problems by myself on 
1 2 3 ✓ 4 5 the e-government portal 
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service 
1. I think that I made the right choice when I started using this 
1 2✓ 3 4 5 online service for my organization. 
2. This e-government portal is exactly what is needed for this I 2 3✓ 4 5 service 
3. I am satisfied with the online services provided by the 
1 2 3✓ 4 5 government. 
Strongly disagree I Dis;gree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-govemment 
Service 
I. Leaming to interact with this e-goverrunent portal is easy 
l 2 3✓ 4 5 for me. 
2. Interacting with this e-govemment portal is a clear and 
1 2 3 4✓ 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3✓ 4 with. 
4. Thee-government portal is easy to use. 1 2 3✓ 4 
5. It is easy for me to become skilful at using this e-
1 2 3 4✓ government portal 
6.0 This section is aimed at understanding the Perceived Usefulness of the e-government 
Service 
1. This e-government portal enhanced my effectiveness in 
searching and using this service. 
2. This e-government portal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 


























7.0 This section is aimed at understandin2 the Trust of the E-2overnment Service. 
1. The e-government service provides safe transactions 1 2 3✓ 4 
2.The e-government service is trustworthy 1 2✓ 3 4 
3. The e-government service is secured 1 2 3 4✓ 
4.The e-government service will not misuse my personal 
I 2 3✓ 4 information 
5.1 believe the e-govemment service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-govemment 
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w.i "')'I ...._..b.-11 .~ I~ wl.i.il _,je, ~I l_;JI ~I ·;I .llie.l 1 J-U. Y.&- e- . • e - .; c.r . 
~JJ.l 
✓ ...._..b.-11 •4Jy_,l1.... y, l..._b,...;.Jy~ 01\ ~J.fol'JI ...._._µ1 l.ilY. .2 
✓ ...._. fo..11 4-4~ ._..:ill ,__,; fl'JI u~I · · I I.ii 3 -J . <)C-U"'.) • 
I 
' 
1 2 3 4 5 ~JµI A....Jh}l "-:il~ tl.li:....I .d,,l_,..,.. cs.1.4 0"'1.:!i i)I ~111' U.lf; .5 
✓ J ~L, ~ -...,; jiS.lYI ....., fo..11 Jul Jc.li,ll eW 1 . . .J . ,Y.C:- . 
✓ "--_,.i.. J ~IJ ~ ~ ~ Jfi)'I "--µ 1 l.ily. C:." Jc\.i,11. 2 
✓ 4,..-- J.o,illll ~...,.. ~J.fol'/1.....,_,Lll l.ilY. ~ I .3 
✓ rl~\'I "-4,.»~Jfi'fl ---._µ1 ~IY. .4 
✓ ~J.fol)'i "--fo..11 July,e,l.b.1....1 ~ ly,l...~I ul.) ~~Ml u-- .5 
1 2 3 4 5 ~.,~1 '--".,s.:...ll ~,~ r'~' eJJU (S.1.4 ~ i)l ~1 11' U.1f; .6 
✓ ...._..b.-11 .1\ i-i-~ ... IJ ~I ~W '-?:.= .;:..jjc ;_,.;JJiS.l)'I ~fo..11 ~I.Ji. I 
✓ .) ~I.,!~ A.....h. ~Jfi)'l A....fi.,Ji "--!IY. ..:...d .2 
✓ .•~ ~Jfi)'i A....fo..11 ~ly, ~1.3 
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✓ fa.I ~Y"-! r\+Jlj~).) ~u..ifa'll ._)c.-....~I 01'. <'I.i.;...:;..I.4 
✓ Ji_...\ ~ ~ _;I ~ <.::..u '·':ii ~I 01'. l~I 5 . ~ . (' . Y'. Y."'- (' • 
o~J!l_,.._;#, ~1.,..._;#, ~.J~\ 'l.J ~I.JI 'J ~\_}A o.i..!.,,~1.,... 
1 2 3 4 5 
; 
' 
1 2 3 4 5 "-_!j.J~I l..~1 ~1_,.. t), ~I M-5 ~1 ~I Ill. U.lfi . 7 
✓ t;...i wY-..1...... ~ _,fol:i1 t.. _,$.,JI ~ .) _;, .1 
✓ ti'.ill,! o.Y-~~Jfol'll-....p..:JI ~ .2 
✓ ~T ~_,fo]')'I -....µ1 ~ .3 
✓ ~I ...-,1..... _,l...,. rl~I .,.~ ()! ~ _,_fol'il t....,WI ~ .4 
✓ •~ ~ ~ '¥_,.fol'il -....µ1 -.....i;. ul 0--jl Gl.5 
✓ ~ _,fa.l'J\-.... p..:JI ~ J)l;. u--~ ~ ~ J 0--jl Gl.6 
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c..&t!_,..l) i:.:F- ~l.t~ .1 
'l □ ~ (~'.l~ .J.fol'.11 ._. _µ, u-- ~I uL..b..11 =1 .ill...:. ~.,... <'~ Jt. 
~~.Jfo.l'il .._.faJI w~ =1 LJ~ ~1_, ~ ~ 
61_,.... 5 u-- )SI O ul_,.... 5-30 ul_,.... 3-1 □~ 1 u--Jil[] 
~10fi~D:~1 
so 0-- .fol 0 so-41 D 40-31 □ 30-21 □~ 20 0--Ji1D :->-11 
o1Jfa0 ~1...□Jk.l'}!.l□ L>"J:U..,i~Dr* □ :~1J,t._,...J1 
Lil, .,... D _».>.-0:fiy,.ll 
........_ .:,..JI ~ ~ _,_foJ'i1 -... _,s.,,Jl w~ =I l'\.l6,.j,..,i _,,.:, ~1..t.4,-.,y ~\.ill ..:i1.J4'J1 ~.,...,,._.,jiu:; : ..:.l.1W...Jl 
.o_;t,.,Jl w.J •..»-~ ~_,_fol'i1 ._.._µ1 ~ LJ½ ~bw:.1 lS.i... LJ~ r.fall Lr."-J:l ,4-! ~ ._.:ill ..S~1 _,I 
e!!.il ~ 5 ~ _)l J_,,.. • yLl ~ _, LJI .• .fa ~ ¼1Ll1 :........:;JI <'\j .}JI =1 J4i=,.I 0:1.fa uc, ..ill~ r\.iil1 <r-" J:! 
~1_,; 'i e!l.il .,,.w 1 ~_)1 J_,,.. ,yl.i ~., ul L..S ,oj,-.ll .~ \+l ~_,_fol'il ..... µ , ._.._i.;._ L)I ~ ~ ~ ,_,, 
_,I~ w44,.) ~_,; 'i . .A..~1 •.} Ji.+J;'i .h..._,ll ~ ,.i-"""_,.J1 lJ.J'll 0- <:?I .)c. ;;_;;1.> ~., ~ .•~ 
_,I ..S~ ~_,_fo.l'Jl ._.._µ1 ul..b. J_,,.. ~L:J1 ~'lS1J .>1 ~I~ <:?:ill ~)4 u~ Lil.S_, ..:.1-h 
,A....wl_,...ll 
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1 2 3 4 5 ~JyS.l'il ..._.µ1 '½IJ:1 rl.li.i oJ-F.- ~ ~I ~1 1:i. i...iJ+.! .1 
✓ ~ ~ -....._j)IJ! t~l • .il!J ul..._,l,.....]1 ~Jfo.l)'I '-.._,s.,...]I -½ly. _.).J, .1 
✓ .~l+,o .,.by •-u.i-- u~ ~ __,_}S.l)'I ~ _,s.,Jl -½IJ-! _.)_,j.2 
✓ "-!)UI ul..._,1.-.ll J..,......_,]1 t} :...C...>'"" ~Jfi)'I ~_,Lll -½IJ-! _.)y.3 
✓ :...C. Y"! wl. _,.... )IJ ~ ~I ~ ~ ~ Jfi)'I '-.. _,Lll "-!ly. I" .,i,.4 
✓ ..:.w..JI U¾! ~I ~11.Y',5 
✓ '--6 _,s.,...]I -½I.>! t} \A.i.,_) .;JI ul. _,l,.....]1 .:.4 .. /J ..:,I .fa ~ (5..,... J~ 'J . 6 
"'-u jiS.!)11 . - J 
✓ ~IJ ~ ul. _,l,.....]1 ~.J ~IJJ ~ ~ Jfi'JI '-.. _,s.,...]l -4../ly. ~ . 7 
1 2 3 4 5 ~J~1 .d.A_,s.,JI ~I.J:1 '-'k,t.._,i..JI oJ~ u,A.) ~I ~1 1:i. ~ .2 
✓ .,.Lb..i..Yl..l.. '-;!JL;.~Jfi)'I 4-.._,Lll"-!ly. uk, uL.._,l,.....ll. l 
✓ ~W lii~1..._,l,.....ll~Jfi)'1'-.._,Lll ~ly._.)_;>,2 
✓ lf.JJ:. ~ ~~ M ~Jfo.l)'I '-.._,s.,...]I "-!ly <} ~:.)_,JI ..:.L.._,l,.....ll.3 
✓ JW w! )I <}~lb.I .;JI ul... _,J.a...ll~ Jfi';il4-.o _,s.,JI -½IJ!J,,. 4 
✓ CJ_µ\ t_,..... _,..JI ~ ~ ..Y' J •~ Jfo.l';il 4" _,s.,...]I "--!I_& •> )_,]I ..;.L.. ),...JI. 5 
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✓ ~L.l...,')' .._.. j)l\l.,"k y:.:. ~ _,k. . 6 
✓ rU'i"-/ w..:;..._, ~ ",µ_,_fo!YI .._..µ, ~ly ~ o.ly.-._,.JI wL._.,l..JI .7 
•.l>?-_,.JI 
1 2 3 4 5 
"-4µ1 ~I.J-! 0-< ~I ~.J~I ..:.l...l.i.ll bJ.,P., ~ ~I ~I 1:i. ~ .3 
~_,~1 
✓ ,I uL. _,k. · . l:i.:..I L. u1c, faJI ~I · ~ ..._,_; .fo!YI t. faJI ~l 1 ., u.o ( _) Lr" . - ., • • Y,. 
<.::.,1..w:;. 
✓ ~ _,.Ji ~ 0ts... (j I .)1 ~I Mi l.)A ~ "-,µ _,_fol)'I ~ µ1 ~I>! .:i.. 2 
✓ ~ ~ ~ ",µ_,_fo.1)11 ._..µ1 ~ly,.3 
✓ wu_,YI ~ <...-5 <>_}_,:i.. ",µJ.fol)'l .... faJI '--/ly,,4 
✓ ~l ~L.__,1... l"l.w..,..,I r~ ul ",µ_,_fo.l)'I ~faJI ~ly,,ll .:i._5 
✓ o.l _p.. _,.._, o Y'U; :iJ...i ",µ_,jiSJ)'I :Ufa.JI ~ly i.:,I .))~ ,?ll Jjt....)1_, j_r)I .6 
✓ :..._.; _,_;,$.l',ll ;___ µ1 ~I>!.) ¼y,, t.,r' _,_fo.l)'I .l,!y,ll _,I JY1 .) )1 c:.,Lw:;. • 7 
✓ :Ufa,..1I "-)ly, ~ J_,_,,....JI ~I~ J.-.,.1_,:i.ll ;___j)l\1 wl..),.,.1I ~ 01 Ml LJ-".8 
:..._.; _, jiSJY I 
✓ ~ly ~ ~ JSLl,....1I J,.. ~~~w •.ly.-..,.. Ufa .J,S'-11 lli..'1I '--!y,.1.9 
:..._.; _,_fol)' I .._.. faJ I 
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0~~1_,....l#, ~1_,.._J:i:, ~..J~ I ~.J J!I.JI ~ Jtl_,.. i~ Jal_,.. 
1 2 3 4 5 
1 2 3 4 5 ( ~.:,... ' ..Uy!,) t-~I W...J cS.,_. rf-9 vll r-iJI I~ 1--otJfi .4 
✓ ui_fo)'I y,t- 4-ohl\ .~ c'1~4ub,,I ~~I )_;ill~\~\ .illc-1. l 
.;;s~ 
✓ :......h.11 •~y_,.11.-. .r I.... ~4._,A .~ :..,UJ.fo.JYI :....._µ1 ~1.>! .2 
✓ :.....fa, .. H \+--..1.:i ._iill---.; _;s.lYI <.::..t....h.11 · · I Lll 3 .J . (.F~_) • 
1 2 3 4 5 ¥.J.fol"il J....µt '-:il.J:1 rl~I ~_,..... (S.lA ~ ~I ~I \~ u.1f; .5 
✓ J ~t.., ~---.; _fol\'1 :....._,Llt ,___,, Jcli:i.ll ~ 1 . . - J . . .>! C:" . 
✓ ..._.~J h..al.J ~ </' ½i.J_fol)'I :....._,s..:Jl ~IJ-! t-- Jcli:i.ll.2 
✓ 4-----, Jcwll ;i,_;.r ½iJ_;s.l)'l :....._µ1 ~I.>! ..i..;,..I .3 
✓ <'l..l..i.'.i.....YI :U....~J.fo.l)'l ._.faJI "-:>I.>! .4 
✓ :..,U.Jfo.l)'I :....._µ1 ~I.>! c'l~I ,_} !_>Al. (:-!-'-<>I ul J ~~ ~I LJ" .5 
1 2 3 4 5 ¥.J.fol"il J....µ1 '-:il.J:1 tl.U.:.....I o.lll.! (S.lA rf-9 ~I r--13I 1:i. L..i.1f; .6 
✓ :.....~1 .~ <'l~\J ~I 9W <..j~ wjjc. ~ J.fol;/I ._.. _,s..:..]1 ~l.>!.1 
✓ J ~l., A..iw --...~---.; .fo.lYI :....._µ1 ~I G.-.l.! 2 . . - • .J . ..}! • 
✓ --~ ~J_;,~l'',ll ~ ..,WI -½I.>! ..i..;,..l.3 
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✓ pl "° 4-,JI ·w1 ,) · ..::...; "YI ,)t.~1 o~ \~\ 4 ~I".) .. _~ y., e- • 
✓ J.,-.1 ~ 4-A! 11 ~ c::.u --;11 "-6.h..!I b~ I~\ 5 . ~ . tY . Y-' Y.C- r . 
i~J!I_.,.....>#, ~,.,.. ...>#- 0"--'\i. I 'i.J ~I.Ji '/ ~,.,.. 0~~1.,.. 
1 2 3 4 s 
1 2 3 4 5 '½oi.J~I '-..µ\ '½I~ <) ~\ rf-!~1~1 ,:i. .... ~ .7 
✓ .,_;_.i w:L~ -½i _,_;sJYI ,.__ _µ1 "-6.l:.. ~ _j, .1 
✓ ...tJ~ •Y.~ -½iJ.folYI ~_,hll ~.b. .2 
✓ ~ f -½i _,_;sly I "--ft=-] I "-6.l:.. . 3 
✓ ~I (,r''l.. _,l,.... i"l~I ~~ uJ -½i _,_folYl ~_,hll ~ .4 
✓ •~ .......... ~ ~_,_folYI ~_µ1 ~.b. ul tJA:,I \jl.5 
✓ ~ ..fo]Yl ~_,hll ~ J)lJ.. · ~ • · _ _, u-- - ~~ ul tJA _;1 wl. 6 
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~_,.JI (P 1.:A ... _,la.. .1 
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f~.,_;s.l'il t._,Lll ulili. =I 0~ ~I_,~ .ll.. 
ul_,;.... 5 c,... fol 0 ul_,;.... 5-3 0 ulfa.,, 3-1 0 ~ l 0-- J!I 0 
~ I D .fi~:0~1 
50 c,... fol□ 50-41 □ 40-31 □ 30-210~ 20 0--J!10 :-->-11 
ol.Jfo □ fo.~t.. [l)t.e r J.i.i □ U" .JU)I.S.i lit. J.i.i □ :~l~_;.JI 
Lil,.,.. 0 _fa.A□ :fi y.lt 
~.:,.JI~ ~_,_fol':{I ;...µ, ul..b. =Ir'~'~ e!L'\A4,..,'-i ",!]\.::JI ul.J~I ~.,.._ ~: ..:.l.iW..;1 
.•_;~ l.il_, oy,.. 4..l ~_,_;s.Jyl t.fo,JI l...1.::i,, 04 ~.ii:i:icl (5.lA u½!!-! r.fall 1..r."Y- ,~ J..A.'.i ~1 ~y!.11 _,I 
.Ail~ 5 ~)I J_,.,... oj,l.l ~.., ul .•fa JSJ '-4\.i..ll ~I t"u.}11 =I _;\_;hi(.}:!_},. ,:_;c- .cl)~ r4il' i.r.Y-
~lji 'i ~\ ~ 1 ,.._i )1 J_,.,... • jil.i ~ _, 01 L.S •• ~1 .~ l+J ~ _,jiSIYI t. _,Lll ~ ,,:,I .)t,. •~ cJ!ly 
_,I~ w44-l ~_,:; Y .tll.~t •..,i )~'! ..h...,_,li.; o.iP-_,.JI /u)JI c,... <,$\ .)t,. -._;.1.i t'-""-' ~ .. ~ 
.,I ~yoll ~_,jiSl')'I ;_,.µ1 ul...b. J_,.,... Ll;JI .&1.Sl_; .ii ~ l ~ <$:ill ~)4 0_,...... ~.., ~~ 
.~_,...II 
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-~c391.,..~ J!I_,.. ~ c.,,.a.;\t:.1 'JJ JilJI 'J • 1.,.. •~ J!I_,.. 
1 2 3 4 5 
1 2 3 4 5 ~J~I "---.,WI ~I~ rl1i. DJ.F.- t'f! vl1 i-iJI I~ u~ .1 
✓ ~ ;,..J ~y.11 cjWll_, ct.._,LuJI ~_,_fol)'l t.._,Lll ~I_,,. .}_f, .1 
✓ ~I+- .,\.lY •¥-- w4k'.i ~_,_fo.l)'I ~§,JI ~I.J-! .}.f,.2 
✓ "-/_,11,....ll c:..L._,k..ll J~_,ll ._.!~y.. .._,;_,_fol)'\ ~_,Lll ~I.J-! .}.f,.3 
✓ ~?'! c:..L._,...._)1_, ~~I~~ ~_,_fo.])'1 ~_,Lll ~ 1_,; c-J&'.4 
✓ whi....oll cJ.H ~1 J...,.ll !Y'.5 
✓ ~ fa.JI '-!I y ~ \..l.~) ~1 wL. _,L...,JI .l~'J c.\.fa ~ L>..,.... t.5~ 'J .6 
. ~ _,_fol)'I 
✓ ~IJ ~ wL.._,l,uJl __,,...b.,..J ~1_,_, ~ ~J.fo.l'Jl t.._fo.,JI ~l_y ~ . 7 
1 2 3 4 5 ~J~I "-4_,s..,..ll '-;ii~ ~ul.&_,l....Jl ~J_,:i,. ~ ~I r-131 1~ u~ .2 
✓ r-1...b.)'1 0-- 9l.i...~_,_fol)'l ~_,s..,...]1 ½ty u1:- wt .. _,L...,Jl.1 
✓ ~~ w_, ~ wL._,l,uJI ~_,_fol)'l t.._,Lll ~ \Y. .}.f..2 
✓ <$JJ.l ~ ~ f,-1. ~_,_fo.l)'l t.._,s.,,JI ~ly, t) o.l) _,lt wL._,l,uJl.J 
✓ ,._..JW d_,ll t)~l:;...I ~I wl._fa..Jl ~_,.fo.l)'I t.._,Lll ~I.J;'.).f,.4 
✓ t~..,,Jl i,,-9 ~YJ •¥--~Jfa.l)'I ._,,.µ1 ~1.J-!t) o.l) _,Jl wl....,LuJl.5 
c..,µ, I 
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✓ 4-JI rW'! ._.. J)\JI LJW:. _,...,_,.JI ~ uL.. _,t.... .6 
✓ /L,,~'-}G 4-il..:i..J ~ ~Jfol\11 ._..µ1 '-!lY...} o..lJ-?-_,.JI uL.._,1...JI .7 
o..l-""' _,.JI 
1 2 3 4 5 
"-4~1 "--}I.J:1 L>" ~..11...ll ~J~I .:.\.&ill! oJ_P.. r+9 ~\ ~\ !lo. J~ .3 
~J~I 
✓ Jj uL.._,l.... Lr" clhl L. > .,_,w, J.,..Jl Lr" ~~Jfol'!l .... µ, ~ ly. l 
~ 
✓ ~_rll .)c.u~ <JI .)1 ~ l ~I u-- ~~Jfol)'I ._.._µ1 ~ly .~.2 
✓ 
..l.J.:,,. JS..;:...~~ fo.l'JI ._..µ1 .__,, 3 -- . - J . Y., 
✓ wl.iJYl ~~•..)fa ~Jfol'!l._.._,s.,,.J1 "-!ly.4 
✓ ~ I i;t... _,l.... l~I ~ • c) -'.ii fo.l>'I ~ fa.JI "->iy\l .~ 5 - r ir-u . .J . - . . . 
✓ •.>Y.-.rJ •.J"U; ti..l ~Jfo.l'/1._..faJI "-!lyul .))~ ,;;JI Jjl....)IJ J.r)I .6 
✓ ~Jfol)'I ._.._µ, "-!IY. ~~y-- ~.Jfo.1'!1 ~yliJI JYI .l)I u\...ci. .7 
✓ ;__.µ1 "-!ly ~ JJ_:,....JI ~I e;,- J..ol_,ill .... _j)t.11 wL.._,1...JI ~ ul ~' C:,-..8 
~Jfol':/1 
✓ "-!ly .)c. ~ ~I J,.. ~~L....J o.iy,.._.,.. l)fa _foYI .U:....\11 "-/_p.,-1.9 
~ J.fol\11 ;__. _,Lll 
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•~J!l-.,..J#, ~I-.,..~ ~J~I 'i.J <JSIJI 'i ~1_,.. •~ iJSI-"' 
1 2 3 4 5 
1 2 3 4 5 ( ~_:,.. ' ..S.;J.) r~I i...;,,J c.SJ.o rf! u-ll ~I I~ u~ .4 
✓ u.i fa'II ~ t..b..11 .:i.. rl~ wl.l.;11 r.ili:. ~ I )_,ill i.:...ii.:il <.?' ~ ,. 1 
~~ 
✓ ~I •~y_,lh. _,. L. -4,..,,J½~ .~ ~JJiS.l'il t.fi.,.]I -½1-'1 .2 
✓ t. fi.,.ll t+-,-lli ._.:;II ._.; jiS.l'il wl...b..11 · · I lll 3 .J . IJ"-~ .) . 
1 2 3 4 5 ~J~I ~µI ~I..H rl~I ~.,..... c.SJ.o ~ u-ll ~111' ~ .5 
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✓ .) ~ J..... ._.; .fol'i I t. µ 1 .i..,1 Jc. wll ~ I . . .J . - Y-C:" • 
✓ t.__,.i..J ~IJ ~ ~ ½,i_,_ji$.l)'I t.fa,Jl ~ I>! C:" Jc.l.i:ill.2 
✓ 4AA Jc.l.i:ill ~..>-" "-,µJ_ji$.l)'I t.fo,Jl "'-!ly. .l.,--1 .3 
✓ rl~'il ~"-,µJp)'I t.fi.,Jl"'-!ly. .4 
✓ "-,µJp'/1 t.fi.,.]1 ~ly.fl~ I ._.j ly\L..~I ul.) ~~J....11 u-- .5 
1 2 3 4 5 ~~1 ~µ1 ~I..H rl~I i.W c.S.l.a ~ u-ll r-131 11' ~ .6 
✓ ~, .~ rl~IJ ~I ~w t.j~ ujjc. "-,µ_,_fol'/1 t.fi.,.]I -½I>!, 1 
✓ 
.) ~L, ~ t.~ ._.; _fol'il t.fi.,.]I ..._,, u..d 2 . . .. - J . . Y- . 
✓ _;-¥-- ¥J.fol'/1 t.fi.,JI "'-!ly. ~1.3 
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✓ .fi.1 ~ 4-,Jl t~ I i) - ..:.,; .. y I _)c~l • .:i. l.b.'.i...l 4 ..Y""-!r J . . ~ Y-' r . 
✓ J&-..,i ~ !+-i .>51 ~ ..::.,.; "YI ~I oi.l. l.b.'.i...l 5 .r..,r4 . r - . Y-'. yc r . 
-~c.¥1_,....>i,:, c_¥1_,..._)#, 04_;1£:.I 'iJ J.!IIJI 'i J!I__,... •~a,..,... 
1 2 3 4 s 
1 2 3 4 5 ~J~I ~µ1 ~I..H <} '-.llil r+! ~I ~I I~ ~ . 7 
✓ A..i..l ..:..)L..\..... ~ _,_¢.!YI "--__,Lll ~ .)_i, .1 
✓ ~4 •~ ¥JfolYI ....__µ1 ~ .2 
✓ A..i..l ¥Jfo\YI "--.faJI ~ .3 
✓ ~I <r"l.. __,l..... r l~ I ~c..r"' u\ ¥ __,_;sJYI ,.,__ .fo,..ll ~ .4 
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294 
STUDY SURVEY 17 
~_,.JI (.F, ~\..._,lL. .1 
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I ~ .. •.11 ...,; .e<'.1')11 t. ('._ 11 wl....l.:i.. J :........w, o.:!L""\Sl ..il t . •I .. lo. ' ~'.lll ~ -'u . - Li.IS '--11,L;.. ..J ..r- - ..JJ-' ~ ~ .J u,...:,,;, ~ ..,,, r J' . (.).JA-'f-" ..J 
_:.........._;.JI 
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6~J$1_,.._;#, J!I_,.. _;#, CJdJ~I 'iJ J!I.JI 'i cjll_,.. &~t591_,.. 
1 2 3 4 5 
1 2 3 4 5 ~JjiS.l)>I 4-..._,s....l\ <½IY. t\Jij o.i~ l"'f! ull ~I l.l4 U.lf-J .1 
✓ ~ ~ ~_j)UI t:iWI_, ul.__,kJI 9_,.fo.l';{I ~µ1 -"-!lY. .).f, .1 
✓ -<.r4\+- ~b)' •¥4 6~9.J.fo.l)'l t.._,hjl -"-!IY. .).f,.2 
✓ ~_,ll......11 ul .. _,k..ll J~ _,ll c} -.c. _;u 9 .,_fol';{ I ~ _,s.,Jl ~1_,, .) .f,. 3 
✓ ~Y":' wl..._.,....J1., l>"'_,...,..;JI ~ ~ 9.Jfo.l)'I ~µ1 ~1_,, r.,ia.4 
✓ uW--11 ~ ~I J....\1 u--.5 
✓ ~ fi.,..J I -"-!I_,, ~ l..,l,!) ~I wt ... _,ls.JI :.~'1 ul_fo ~ tS.>"' Li~ 'j . 6 
_9.,_fol';{l 
✓ ~I_,~ wL.._,kJI ~J ~I_,_,~ 9J.fo.l'11 ~_,s.,JI ~1_,, ~ . 7 
1 2 3 4 5 ~.JjiS.l)>I ~_,s..JI ~I..J.1 ~.:.t..jla....ll o.i~ u,J..#. c}I ~I 1:i. U.lf,J .2 
✓ ,,LW.. 'II 0--~ 9_,_fol)'I ~ fi.,Jl ~I.J-! c.-k- wl.._,l,..JI, 1 
✓ ~L:J w_, ~ wL.. _,k.JI 9_,fo.l)'I ~.,WI ~ly. .)_,j.2 
✓ <.$.JY ~ ~ M 9.,_fo]',II "--4fi.,JI "-!IY. ~ o:.))1 wL .. _,L....ll.3 
✓ ._.ll.:JI u_,]1 <}~I.hi ~I wl...,k.,JI 9.,ySJ)'I t..µ, ~ly,.)y.4 
✓ t_,....._,..11.; -..1.,u.)AJ oJ.,11. 9.,fo.l)'I ~_,Lll ~1_,,c) o:.)_,JI d .. _,k.ll,5 
C.J_µt 
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✓ ~I rLl'! :i... j'.)UI ub y:,, _,...li ~ wL._,k. . 6 
✓ rW'i~ ~ _, ~ ½.i _,jiSl':{I ;_... fi:JI ~ly. ~ o.l ..P.-_,...ll uL. _,!...JI .7 
o.l..P.-_,.JI 
1 2 3 4 5 
t..µ1 ~IY. <>" :i.....ll,JI ~J~I ..::..t....li..ll 0.1~ ~ _,JI ~I 1.'.i.,, u'*-' .3 
~J..,::.s.NI 
✓ _,1 wl.. _,k.. u-o ~I.hi L. cfa .J..,WI c_4..J1 u-o ~ ½-i _,fi'/1 ;_...µ1 "-;ly.. l 
uL..i:.. 
✓ t5_,..ll cfau1.S... <.fl ~1 ~ I c_4..J1 u-o ~~_,fl';ll 4-AfoJI 4-/ly. •~.2 
✓ * ~ ~ ~_,jiS!YI ..__.µ1 "-;ly..3 
✓ w\J_J'JI ~~•.}fa ~_,jiSl)'l:i..foJI 4-/ly..4 
✓ ~1 ~_,1.-,. r'~' ,_~ ul ~Jfi'!l ~µ1 4-/'-"'1' .:i..s 
✓ •.lfrY'J oy,l.1 ;u,.1 ~.,jiSl)'I ..... µ1 "-,>ly.ul ~)~ ~I Jjl...,.,,_)1_, j.,..)1 .6 
✓ ._,.; _,jiSl)'I :i.. foJI '--!ly. ~"---:I.>'"'..,.; _,fi)'l ~y\lJ\ <)'1! ..i )l wl..i::.. . 7 
✓ ..__. fa,..ll 4-/1.>! <} JJ_,.....Jl ~l t:" J.,...1 _,:ill :i.. j)IJI wl. _,k.Jl ..i.,.:; 01 Ml u-o. 8 
~Jfi'il 
✓ "-;I.J-! cfa ~ Js~l J.,.. <}~=L.....J ,..iy.. Y' l)fo fo'il .J'.w.'Jl 4-i..P.-l,9 
~Jfi'il:i....fi:JI 
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0~~1_,.._.>#, ~l_,..Y."- ~_;~I 'i.J ~I.JI 'i ~1_,.. 0~~1.,.. 
1 2 3 4 5 
1 2 3 4 5 ( ~_,-. , ".S..,.J.) f'.w-Jl W._; £S.M ~ ~I ~I 111. u~ .4 
✓ w:. fa'/1 ~ ~1 oil. i'l.b..J..14 wl.i,\ i'.i;,-_ ~I _,I _;ill L.ili'.i\ <?' .i.t.c.1_ 1 
~y:J 
✓ ~ I o~..,_,_;lh. .Y' L..~4~ .~ ~_,fol\11 -...._,s..,,JI '-!ly, .2 
✓ .... µ,~~I ~_,_foly1 wL...i,;,..ll uc U:Ol_; ul .3 
1 2 3 4 5 4.JfoNI lo.~\ ~I..¥. f'l.w..l '-.I_,,.... 1.5.l..o LJI'~ ~l ~1111. ~ .5 
✓ J ~L, J.,.. ;w fol)'I ..._._µ1 ~I Jcwll rW l . . .. ., . y, C:" . 
✓ .__.~_,~1_,&k ~ ~_,_fol)'l.__,,_fo.JI ~IY.c4Jc.wll.2 
✓ 4,a.- Jc_\.ull 4.jy ~_,_fol)'I ...._µ1 '-!ly, ~I .3 
✓ /' l~'jl ~~_,_fol)'l ....__fo.Jl '-/ly, .4 
✓ ~_,fol'/1 ;i..._,s.,JI '-/ly, /'l~I _} ly\L.. ~\ ul <) ~4 J«...11 0-- .5 
1 2 3 4 5 ~.J~l l....,s.a.ll ~I..¥. tl.w...l o.11! 1.5..l.o ~ ~I ~11~ u~ .6 
✓ -....~I oil. ?l~I_, ~ I ~W cj.lJC. wjy:a ~_,_fol)'I .__._µ, '-/ly,. I 
✓ <) ~4 ~ ~ ~_,_fol)'l ....__fo.Jl '-!ly, w...i.i .2 
✓ ,0¥-4 ~_,_fol';{I .....__µ1 '-!ly, .l..:/-1.3 
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✓ 
~I ~ \+JI kl is1 · w.i '")'\ i)c.~1 .:i. ,~, 4 ~f' .. - ct':! Y' f' . 
✓ ~l ~ <.f"'4--"! e-~l ~ ujfa)'I ye, ;__.~1.:i. f'l~l.5 
o.W.., J!I_,.. ..>#, J!l_,..J#, W,:._;~I 'iJ J!IJI 'i J!I_,.. o.W.., J!I_,.. 
1 2 3 4 5 
1 2 3 4 5 4J~I '-.._JS.=JI ~I.Ji' i)-U:.li ~~l~llll.u~.7 
✓ Ju..! ..:.,)l..k.,.. ¥ Jp)'I ~ _,s.,...ll ~ .) .f, . 1 
✓ A.1il~ •~ ¥_,fo.JYI ~µ1 ~.l:.. .2 
✓ ~\ ¥.Jfo.l)'\ ;__.µ, ~ .3 
✓ ~I .,?--fa-4rb .. i .. L I "~ J ¥Jp\ll ~foJI ~.l:.. .4 
✓ -~ ~ 4-:!.il 9_,p\ll ;__.µ1 ~.l:.. ul 0--jl Lll.s 
✓ ~_,pYI ;__.µ1 ~.l£.. ~ 0--~ ~~ ui 0--jl Lll.6 
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~_,.JI ~ ~LA~ .1 
'l □ ~ [~'.[~ J.fol'Jl ;_.. fa.JI (>,o ~I ul....~I =i ..ill....:. ~>" I"~ J. 
~~Jfi'JI ;_.._µ1 ul.....b. =I 0.,..~ ~IJ u1- ii.. 
ut_,;.... 5 u,o fol 0 ul_,;.... 5-3 D ul_,;..., 3-1 Oti... I 0-- ~ID 
~10.fiiD:~' 
50 0-- fol□ 50-41 □ 40-31 □ 30-210ti... 20 u,o ~1 □ ;_,uJI 
ol.Jfo □ .. Lo ~ □ ~lL!'.J½.l□ U" .J:UJ~ 01" _J½.l □ :~lj._rll 
w.l; 0 □ · jS yll .,.. .J:!-1-- • 
~ _;.JI ~ ~ Jfi'jl ;_.. _µ1 wl...b. = I r1~1 _.,.,..; ..tlo1.,,,~1.; ~l:i.11 ul.J~I ;_,,_ ~ ~ : ~1JW.) 
.•_;4Jl lliJ •...»- 4-J ~Jfi'Jl ;_.._µ1 ._...b. 04 ~.iwc.1 tS.i... 0~ r.foll t.s?-Y. ,4--! J....:i t.?11 ~_;-;JI) 
..!tl ~ s t5)I J~ ._;1.i ~ J 01 .•fa JS.I ¼I.WI~' ,:u_;'JI =I ~1 Liub uc, ~~ /fill <.r-"'-Y-
091_.,; ')I ..!LI._..;,..:; 1 ~_)1 J~ ._;1.i ~J 01 l...s'. ,._►.,.11 .:i.. 4-1 ~_,_fol'JI ;_..µ1 ;_..h ui ,...-1- -~ ~1_.,; 
_,l ~ u~) ~_;. 'J .&L;,.:il •J! .J4J;'! .b....__,ll ~ o.i_»_,.Jl /J_;'JI u,o <$1._.-k- ;;_;1.i ~J ~ _;;~ 
I ..S . •.\I ~ .s<l'j\ ;_.. < - 11 uL...b. J ~L;JI ..ili\SI .ii ~I .. le. ."lll ~ It., • .. UlS ~L;. J Y"" .. J~ _,...,... cJ"' .) ~t..j ,Y.U~ J 
_..........., :,.JI 
300 
o~~i_.,.._;#, ~l_.,..Y,i;, ()"'_;\&.I 'i.J ~I.JI 'i ~1__,.. 0~ ~1.,.. 
1 2 3 4 5 
1 2 3 4 5 '½->.J~l "-oµI '-/I~~~ oJ~ ~ ~I ~I 1:i. ~ .1 
✓ ~ ~ :.__.j)IJ1 c:iw,.., ct...µ1 ¥..,fiy1.:.__.µ1 '-11..,, ..)_; .1 
✓ .c.,r4--- ~ IJ 
o.l.li.. ..:,tJ,.:; ~ fa..l\11 .:.__. fi.:JI ~I . .. 2 , .... J , .>.'YY. 
✓ '-1__,lh.JI <.::.JL.._,kJ\ J_,.....__,ll t) ~ y,, ~Jfa..l)'l "-'faJI '-!I>.' ..)ji.3 
✓ ~Y"! wL.._,..,)I_, ,y,_,_.;11 ~ ~ ~_,_foly1.:.__.µ1 ~ly, tfo.4 
✓ u\.:..i.......11 · ~IJ....,ll · 5 U:! (.)4 • 
✓ "-" fa,.! I ~1 _,, ..} U..l,!) t.?ll wL.._,1....Jl J~'l wlfa ~ ..SY"J~Y .6 
~ fa.I'll . , J . 
✓ ~1_, ~ wL.._,1....JI ~-' ~1_,_, ~ ~_,_fol\11 .:.__._µ1 ~I..,;~ . 7 
1 2 3 4 5 ~_jjiS.NI "-o~l "-/1.J,t <}uL._,la...ll o.)~ L>"4i ~I ~ I 1:i. u~ .2 
✓ ~L.b..i..'JI u--~ ~..,fa,.l)'I "-'fa.JI ~I_,,~ wL.._,!....Jl. I 
✓ ~l.::J w_, ~ d. .. µ1 ~Jfa..l)'l 'vifaJI ~1_,, ..)ji.2 
✓ <.f.JJJ ~ ~ M ~..,fi)'I .:.__.µ1 ~I..,; t) • .,_i1_,11 ut.._,l. ..... ll.3 
✓ JW L..13_,ll ~~I.hi .;JI <.::.JL.._,1....Jl ¥..,fa..l)'l .:.__.fa,J\ ~1_,,._)ji.4 
✓ t~_,..,H <} ~y.., •¥--¥Jfa..l)'I ¼,faJI ~ I_,,<} oj)_,ll wL._,l....Jl_5 
CJ_},..]1 
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✓ ~I e-1,.AJ'/ t.j)Ul ul,;._,.:o_,.JI ~ul.._,J..... .6 
✓ rl..,,!'14 :WU._,~ ~_,folYI t._fo,JI ~ ly.) •.lfe_,,.ll uL._,kJI .7 
o.lfe_,.JI 
1 2 3 4 5 
l..._ji~ll ~l._9,:1 6A l....ll..JI "-:!aJ~I .:it...u..Jl oJ.._H> ~ vll r,-ill l:i. l.-i.!fi .3 
~J~I 
✓ .,1 ul.. _,J..... u,o ct:i.:...l L.. ._.le .,~, J&-...,ll u,o ~ ~ _,_jiS.l')'I t. µ, ~ly. l 
L.Jl.4.b. 
✓ t3.,.JI u-k-0~ ½?I _)I ~I J&-...,ll u,o ~ ~_,fol)'l t._,h!l ~ly •~.2 
✓ ~ ~ ~ ~_,_jiS.l)'I t._,s.:JI ~ly.3 
✓ u\.; J)ll ~.)•.}fa ~_,fol)'lt._,s.:JI "-/ly.4 
✓ ~1 c.,r~_,l..... rl~I ~._.....:; J ~_,fol)'\ ¼,._,s..,JI "-!ly,11 .~.5 
✓ o.ly,._,..._, •~U. A.l.l ~_,_jjil)ll t._,s.:Jl ~lyu\ u1)~ ,;JI JjL...,)1_, j_,...)1 .6 
✓ ~_,jiS.l)'l :..... fi.,Jl '-!ly ..}~...>'"' ~_,fol)'! ..l;!y,ll_,l i}YI .:i)l uL..:i.;.. . 7 
✓ t._,Lll ~ly.) J_,_:,......11 ~ l t:4 J....,l_,:ill t.j))J\ ul.._,kJI ~ 1.] J+....,JI u,o.8 
~_,.folYI 
✓ ;.__,\y uk ~ ~l.Lll ~ .).;.:ic.t.......1 o.:ife_,.. l)fa .Y,l'I ..ti..'}\ ~fe-1.9 
~ JJiS.lYI t. _,s..,Jl 
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o~J!l_,..~ ~l_,..Y,i;, ~.J~ I 'JJ J!IJI 'J ~1.,.. o~ij!l-.,.. 
1 2 3 4 5 
1 2 3 4 5 ( ~_:,.. , ..S__;-;.) r~I ~.J <.5.M ~ u-11 ~11:i. U..lf7 .4 
✓ U:,_fo'/1 y&- ~1.~ r'~4 ul.l-11 ~ ~I Jyll ~I~ .ii.cl. I .;s~ 
✓ ;,..i;.,J1 o4h.J _,th.. y, l.. ~\..,, ~ oia ~ _,_jiS.l'j I ;,__. _,Lll til..,; . 2 
✓ 
;,__. _,Lll ~ _,:;II ~ _jiS.l'jl uL..b..11 · · 1 wl 3 _ _, . LJ<>~.J . 
1 2 3 4 5 ~Jjiil'JI .4....µl .i_,,1..9-1 i-lJ.i..:i....1 "-.l_,...,. <.5.M <Y'~ u-ll ~I 1:i. U.lf-:1 .5 
✓ J ~u ~ ~ _jiS.]YI ~ µ1 4..Jl Jc.wll rW 1 . . - _, . .Y.C::4 . 
✓ .._. ~ _, ~ 1_, &k-~ -'..,u _,_jiS.])'1 6-.-4_,Lll -"-!ly t:' Jc.wll.2 
✓ 4AA Jc.wll 4-.iy -'..,uJ.fol'/1 ;,.._µ1 '-!I.,; ~I .3 
✓ r l~'y\ ~-'..,u__,_fol'/1 ~_,Lll 4-.-!I..,; .4 
✓ -'..,u_,_fol';il.;,.._µ1 "-,ly.e-1..l.!i..:i.....1 ~ l_;4l.. ~I 01 J ~4J+.-JI 04 .5 
1 2 3 4 5 ~.Jjiil'JI .4....µ1 l...,1,_,,. rlJ.i..:i....1 o.1ll.! (S.M ~~\~I 1:i. U.lf-:1 .6 
✓ ;,..i;.,J\ oia e-l~l_, ~I ;_,JW 1.$~ uj_p -'..,uJ.fol'/1 .... _,h]I "-!IY.. l 
✓ J 4-ul4 ~ ~-'..,u__,_jiS.l)'I ~faJI til.J/ w...l! .2 
✓ -•~ -'..,u _,_jiS.l)'l ;___.faJl ~ly. ~1.3 
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✓ _fi.l ~ Y-":' t4-Jlj\+i) t) ~ L..Li _foYI u-kl.....i,;..Ji .~ tl~ l.4 
✓ ~\ ~ 4-,u ii ~ c::..u "YI l...o.i,;..Ji .~ l~I 5 . <r . t~ . ..>'-'. yr- t . 
o~J!l_,...J#, J!l_,... Ji;, uio_;\&;. I 'iJ J!IJI 'i a,.,.. o~ J!I_,.. 
1 2 3 4 5 
I 2 3 4 5 ~J~I ~#l '½I~ c.) W I r"f! c)I ~ 111' u~ .7 
✓ u.i u:il..~ '-_lj_,_jiS.lYI l....fi:JI .._..l:i.. ..)j", . l 
✓ A..ul4 •~ '-_lj_,_jiS.lYI l....faJI t..l:i.. .2 
✓ U.I '-_1j _,_jiS.ly I ~ foJI t..l:i.. . 3 
✓ ~l <,,''t... _,1.... rl~I ;,~ <)I '-_1j _,_jiS.lyl .._. foJI ~ .4 
✓ •~.........., 4,i.il '-_lj_,fo,lYI ~foJI ~ 01 0--.)1 wl.5 
✓ ½i _,fo.lYl ~ faJl ~.l:i.. J~ 0-o ~ ~~ 01 tJA jl wl .6 
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~_,.JI [F, ~\..4-.,la..a .1 
'1 □ ~ 1~1:~ J_jiS.l'il ~ fi:Jl 04 4.-o.li..Jl Gl...~l =i .Ak. t3 JA /'~ ~ 
f~J.fo!'il 4.-o__,s.,Jl GL....i.;.. .i:..I 0~ ~IJ ~ ~ 
6lfa>, 5 04 .fol □ 6lfa>, 5-3□ ulfa>, 3-10~ l 04 ~i□ 
~1 0.fi:i D:~I 
S004foi□ 50-410 40-31D 30-21 @A..l..., 20 04 iJI□ :~1 
i,l.Jfa □ - L.. ~ □ J~ /'_,iJ?J U".>.UJ~□tfa...l □ :~I ~ .,...Jl 
ul;._,,.0 y,~□ :jS~I 
~.,..JI~ ~-.,fol'il ~_µ1 ul....b. .i:..I rl~I y,., di°<A~l-! ~lill wl} .. ;.JI ~~ ~: ..:.IJW._;I 
.OJ~ I.ii_, oj;.. 4-\ ~-.,_jiS.l'il 4.-ofaJI ~.l.:'.. u~ ~..iwc.l t..s~ u~ rfi:ill c...r-"Y- ,4-! ~ ._.:;II "5.~l __,I 
cilil ~ 5 r,i)I Jy,,. oyl..i t'""'J ul .ofa JS! ¼li..ll ~I /'IJ..}il .i:..I .J4b,.1 ~fa uc 2lli; /'4'11 (.r,Y-
.j!lji 'i .m\ ~ 1 r,i)I Jy,,. o_yl..i t'""'-' ul ~,.~I.~ 4-.l ~_,_fo]'il ~__,s.,Jl ~..l.::,. ,) ~ -~ .j!lji 
) ~ ul/~) .l;>-ji 'i _.&4,:i\ ;;_Ji .J~'/ .h..__,ll ~ ;;..i.Y.'"_, .•. ll e-lJ.)J\ 04 '-?1 ~ o_yl..i ~J ~ .. ~ 
j :i.S · •.II A...1.i <<'1'il ~ <'- 11 ...:..,l.....l,;,. J ~WI .&1.SI .ii J,....ji · · 1, · ~I .i .IL, · ,. ~ ;i_:,,b\_;, J ..)'-"'-' - J~ _,..,..... y,,. .J ~ cj 'y . L)~ J 
't........ _;.,Ji 
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0~~1.,..J#, Jal_,.. J#, ~J~I 'J.J JSI.JI 'J a1.,.. o~JSI_.,.. 
1 2 3 4 5 
1 2 3 4 5 ~.J~I ~µ, '-,al..t1 r~ O.l._H- ~ u31 ~I 1:i.. u~ .1 
✓ 4-4w ~ ~j)lll i::?A:J1_, wL._,k..11 9_,_jiS.l)'I ~µ, ~\J-! .).f, . I 
✓ ~4--- ~1:,Y •¥,-..:,~~_,_fol)'! ~ _,s.:,..)1 ~ly _) .f,.2 
✓ '--/_,ll...JI wl..~ J_,....._,H ~~Y-' ~_,_fol)'l ~_,s.:,..)1 ~ly .).f,.3 
✓ A..:..J-"! wL.y,>JI_, IY'_,.....;.ll ~ ~ ~_,_jiS.l)'I t.faJI ~ly c"_,.u.4 
✓ ww..Jl 0f! ~I J+_..JI c.:.,...,5 
✓ ~fa.JI -½ly, .; \..;,.l:!) ~I wL._,k.JI ::,~'} wl.fa ~ t.S _,.., 0~ 'l . 6 
"-.u .fol'll . , :J • 
✓ ~I_,~ uL._,h,.11 foJ ~I_,_,~ ~_,_fol'}I ~_µ1 '-!ly ~ .7 
1 2 3 4 5 ~.J~I J...._,s....11 '-,al.J,> v-9..;.L.._,Ja...JI 0..1.P. U"~ u1I ~I llii ~ .2 
✓ !'-~\ti c.:.,...--.,IL;.~_,_fol',11 ~..,hll '-!ly. ~ uL._,l....JI. 1 
✓ ~bl lii _, lil; ..::...L. _,h,.11 9 _,_fol)'\ ~ _,Lll ;(,,\ y _) .J,. 2 
✓ tjJ.J.l ~ ~ ~ 4.J.fol)'I ~fa.JI '--!ly..; o:iJ_,11 wL._,k..11.3 
✓ <)W <..:..>!_,JI .}4-,,.t..:..1 ~\ uL._,1....11 ~_,_fol)'l .__.,_,hll ~\y,.)_jj.4 
✓ t_,..;....,.JI.; .u..,.,.)-4.., •¥--4..,.fol',11 '½,,-..,hll :i_,ly._.i o:i)_,ll wL._,l....Jl,5 c..,µ, 
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✓ ~I twy ...... j)l\1 wu:.fay-11 ~ wL._,1..... .6 
✓ tl.4"14 :w..::....J ~ ~J_;s!YI ...... µ1 '-!IY. ._; oJy,,.y-11 wL._,!.....ll .7 
oJ y,,. y-11 
1 2 3 4 5 
~~I ",IIY. 0-- ~.li..JI ¥.J~I ~I..~\ oJ.,H> l'+9 <,)I r-ill \~ u~ .3 
4.,~1 
✓ JI wl._,1..... <JA c:w.:..I L. ~ ->Jall ~I 0--~ ~Jfo.l)'l "-"fi.:JI ~ IY.. l 
~ 
✓ ~y-11 u1c,u~ (fl ~I ~I ~I Ll-4 ~~Jfo.l)'I ,,__µ1 '-!IY. .~.2 
✓ ~ ~ :i.....h;.. ~Jfo.JYI .._.µ, ~\Y..3 
✓ w\j}jl ~ ._; o_)ji.o ~Jfol)'l..._,fi.,JI '-!IY..4 
✓ ~I .,,ii..._,1..... /.ld..:i....l ~...,,.,., J ~ Jfo.l)'I ~fi.:,...11 ~I~\ .~.5 
✓ oJfeyJ •~U; ~I ~J.fo.l'/1 .._.µ1 A...!IY. 01 _))~ .;JI J;L..)1.J j_,..)1 .6 
✓ ~Jfo.l)'I .._.µ, "-!IY. ._; ~Y-" i.;,J.fol)ll ~yll) .)YI J)I ww;.. 7 
✓ "-"fi.:JI ~\.>! t) JJ_,.....JI ~It" J...,,ljill ..._.j)\JI wl._,l....JI ~ J ~1 0--.8 
~J_;s!YI 
✓ ~'Y-~ ~ JS~l ~ c.},.;Jct.......J >Jfe.,.. Ufa foYI ~YI ~_,;l.9 
~ Jfo.l'il ,,__ _,s.:JI 
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o~JSl_,.._)i;, Ji!_,...>#, '-"'1.;~I 'i.J JSI.JI 'i Ji1.,.. o.i..!.;, Ji1_,.. 
1 2 3 4 5 
1 2 3 4 5 ( ..,_,__,_,.. , 4.iY:,) i-~I ~.; (S.IA ~ u-ll ~I 111. u~ .4 
✓ W:,fa'!' ~ ~1.~ rl~ wl.l,JI r,ljc. ~I _).jll wh:il t?' ii:.cl_ 1 
~~ 
✓ -.....i.;...11 •4\y_,lh.. .J" L.~4~ .~ ✓_,_folYI ~fa.JI ~ly .2 
✓ -...._,Lll 4--,,.lii ~l ✓_,_fol)'! uL..i.;...11 ~ lY"I.J \jj .3 
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Appendix D 
Measurement Scales and Reliabilities of E-government Success Model 
Section 1.0 was about the respondents' background included: gender, age, 
highest level of education, does his/her company use any of the e-government 
services, how long has he/her been using e-govemment services, status in 
company. 
DIRECTIONS: The following set of statements relates to your feelings about use 
any of the E-government services. For each statement, please show the extent to 
which you believe e-governrnent services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a S means that you strongly agree that E-govemment service has that 
feature, and circling a 1 means that you strongly disagree. You may circle any of 
the numbers in the middle that show how strong your feelings are. There are no 
right or wrong answers all we are interested in is a number that best shows your 
perceptions about mobile commerce services. 
1.0 This section is aimed at understanding the System 
Quality of the Electronic Government (e-govemment) 
service. 
l. This e-government portal provides necessary information 
and forms to be downloaded. 
2. This e-government portal provides helpful instructions for 
performing my tasks. 
3. This e-government portal provides fast infonnation access. 
4. This e-government portal quickly loads aU the text and 
graphics. 
5. It is easy to go back and forth between pages. 
6. It only takes a few clicks to locate the information that I 
need from thee-government portal. 
7.The design of this e-government portal is simple and clear 








Liu and Arnett 
(2000), McKinney 
et al., (2002), 
Smith (2001), 
Aladwani and 
Pal via (2002), 
Wang et al., 
(2005), Stockdale 
and Borovicka 
(2006) and Cao, 
Zhang and Seydel 
(2005). 
2.0 This section is aimed at understanding the Information 
Quality of the Electronic Government ( e-government) 
service. 
1. Infonnat ion on e-government portal is free from errors. 
(Dropped ** ) 
2. This e-government portal provides precise information 
according to my need 
3. Information on this e-government portal is up to date. 
4. This e-government portal provides the information that I 
need at the current time. 
5. Information presented in this e-government portal is useful 
and relevant to the subject matter. (Dropped**) 
6. Information contains necessary topics to complete related 
task 
7.The Information that is provided in thee-government portal 
is correct and related to the existing sections 
3.0 This section is aimed at understanding the Electronic 
ServiceQuality (e-service) of the Electronic Government 
1. This e-government portal makes it easy to find what I need. 
2. This e-government portal makes it easy to navigate 
anywhere on the site. 
3. This e-government portal is well organized. 
4. This e-govemment portal is available at all times. 
5. This e-government portal will not misuse my personal 
information 
6. The Symbols and messages that declare the security of the 
e-government portal are shown. 
7. Automated or human email responses are prompt in the e-
government portal (Dropped * *) 
8. It is easy to find the responsible person's contact details. 
9. FAQs are available to help me solve problems by myself on 
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4.0 This section is aimed at understanding the Business 
User Satisfaction of the E-government service 
l. I think that I made the right choice when I started using this 
online service for my organization. 
2. This e-government portal is exactly what is needed for this 
service 
3. I am satisfied with the onEne services provided by the 
government. 
5.0 This section is aimed at understanding the Perceived 
Ease of Use of the E-government Service 
1. Leaming to interact with this e-government portal is easy 
for me. 
2. Interacting with this e-govemment portal is a clear and 
understandable process. 
3. I find this e-government portal to be flexible to interact 
with. 
4. Thee-government portal is easy to use. 
5. It is easy for me to become skilful at usmg this e-
government portal 
6.0 This section is aimed at understanding the Perceived 
Usefulness of.322hee-government Service 
1. This e-government portal enhanced my effectiveness m 
searching and using this service. 
2. This e-government portal provides accurate content. 
3. This e-government portal provides up-to-date content. 
4. Using this online service enables me to accomplish tasks 
more quickly. 
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7.0 This section is aimed at understanding the Trust of the 
E-government Service. 
1. Thee-government service provides safe transactions 
2. The e-govemment service is trustworthy 
3. The e-govemment service is secured 
4.The e-govemment service will not ffilsuse my personal 
information 
5. I believe thee-government service has a good reputation 
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This e-government portal provides necessary information and forms to be 
downloaded 
System Quality 1 
Frequency Percent Valid Cumulative 
Percent Percent 
DISAGREE 4 1.3 1.3 1.3 
NEITHER AGREE OR 
DISAGREE 
48 16. I 16. l 17.4 
Valid 
AGREE 187 62.5 62.5 79.9 
STRONGLY AGREE 60 20.1 20.1 100.0 
Total 299 100.0 100.0 
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This e-government portal provides helpful instructions for performing my tasks 
System Quality 2 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 10 3.3 3.3 3.3 
NEITHER AGREE OR 
64 
DISAGREE 
21.4 21.4 24.7 
Valid 
AGREE 165 55.2 55.2 79.9 
STRONGLY AGREE 60 20. l 20.l 100.0 
Total 299 100.0 100.0 
This e-government portal provides fast information access 
System Quality 3 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 11 3.7 3.7 3.7 
NEITHER AGREE OR 
DlSAGREE 
44 14.7 14.7 18.4 
Valid 
AGREE 170 56.9 56.9 75.3 
STRONGLY AGREE 74 24.7 24.7 100.0 
Total 299 100.0 100.0 
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This e--government portal quickly loads all the text and graphics 
System Quality 4 




.3 .3 .3 
DISAGREE 17 5.7 5.7 6.0 
NEITHER AGREE OR 
83 27.8 27.8 33.8 Valid DISAGREE 
AGREE 157 52.5 52.5 86.3 
STRONGLY AGREE 41 13.7 13.7 100.0 
Total 299 100.0 100.0 
It is easy to go back and forth between pages 
System Quality 5 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 12 4.0 4.0 4.0 
NEITHER AGREE OR 
62 
DISAGREE 
20.7 20.7 24.7 
Valid 
AGREE 165 55.2 55.2 79.9 
STRONGLY AGREE 60 20.1 20.l 100.0 
Total 299 100.0 100.0 
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It only takes a few clicks to locate the information that I need from the e-
government portal 
System Quality 6 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 20 6.7 6.7 6.7 
NEITHER AGREE OR 
70 
DISAGREE 
23.4 23.4 30.1 
Valid 
AGREE 152 50.8 50.8 80.9 
STRONGLY AGREE 57 19.1 19.1 100.0 
Total 299 100.0 100.0 
The design of this e-government portal is simple and clear plus the information 
display on the portal is clear 
System Quality 7 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 12 4.0 4.0 4.3 
NEITHER AGREE OR 
58 19.4 19.4 23.7 
Valid DISAGREE 
AGREE 174 58.2 58.2 81.9 
STRONGLY AGREE 54 18.1 18.1 100.0 
Total 299 100.0 100.0 
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(Information Quality) 
Information one-government portal is free from errors 
Information Quality 1 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 25 8.4 8.4 8.7 
NEITHER AGREE OR 
119 39.8 39.8 48.5 
Valid DISAGREE 
AGREE 128 42.8 42.8 91.3 
STRONGLY AGREE 26 8.7 8.7 100.0 
Total 299 100.0 100.0 
This e-government portal provides precise information according to my need 
Information Quality 2 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 19 6.4 6.4 6.7 
NEITHER AGREE OR 
37.8 113 37.8 44.5 
Valid DISAGREE 
AGREE 139 46.5 46.5 91.0 
STRONGLY AGREE 27 9.0 9.0 100.0 
Total 299 100.0 100.0 
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Information on this e-government portal is up to date 
Information Quality 3 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 2 .7 .7 .7 
DISAGREE 36 12.0 12.0 12.7 
NEITHER AGREE OR 
27.4 27.4 40.1 82 
Valid DISAGREE 
AGREE 132 44.1 44.1 84.3 
STRONGLY AGREE 47 15.7 15.7 100.0 
Total 299 100.0 100.0 
This e-government portal provides the information that I need at the current time 
Information Quality 4 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 17 5.7 5.7 5.7 
NEITHER AGREE OR 
DISAGREE 
94 3 1.4 31.4 37.1 
Valid 
AGREE 156 52.2 52.2 89.3 
STRONGLY AGREE 32 10.7 10.7 100.0 
Total 299 100.0 100.0 
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Information presented in this e-government portal is useful and relevant to the 
subject matter 
Information Quality 5 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 7 2.3 2.3 2.3 
NEITHER AGREE OR 
89 
DISAGREE 
29.8 29.8 32.1 
Valid 
AGREE 165 55.2 55.2 87.3 
STRONGLY AGREE 38 12.7 12.7 100.0 
Total 299 100.0 100.0 
Information contains necessary topics to complete related task 
Information Quality 6 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE l .3 .3 .3 
DISAGREE 10 3.3 3.3 3.7 
NEITHER AGREE OR 
83 27.8 27.8 31.4 
Valid DISAGREE 
AGREE 164 54.8 54.8 86.3 
STRONGLY AGREE 41 13.7 13.7 100.0 
Total 299 100.0 100.0 
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The Information that is provided in thee-government portal is correct and related 
to the existing sections 
Information Quality 7 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 10 3.3 3.3 3.3 
NEITHER AGREE OR 
DISAGREE 
83 27.8 27.8 31.l 
Valid 
AGREE 158 52.8 52.8 83.9 
STRONGLY AGREE 48 16. l 16.1 100.0 
Total 299 100.0 100.0 
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(Electronic Service Quality) 
This e-government portal makes it easy to find what I need 
E-Service Quality 1 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 9 3.0 3.0 3.3 
NEITHER AGREE OR 
62 20.7 20.7 24.1 
Valid DISAGREE 
AGREE 168 56.2 56.2 80.3 
STRONGLY AGREE 59 19.7 19.7 100.0 
Total 299 100.0 100.0 
This e-government portal makes it easy to navigate anywhere on the site 
E-Service Quality 2 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 3 l.O l.O 1.0 
DISAGREE 8 2.7 2.7 3.7 
NEITHER AGREE OR 
70 23.4 23.4 27.1 
Valid DISAGREE 
AGREE 168 56.2 56.2 83.3 
STRONGLY AGREE 50 16.7 16.7 100.0 
Total 299 100.0 100.0 
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This e-government portal is well organized 
E-Service Quality 3 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 15 5.0 5.0 5.4 
NEITHER AGREE OR 
24.4 24.4 29.8 73 
Valid DISAGREE 
AGREE 170 56.9 56.9 86.6 
STRONGLY AGREE 40 13.4 13.4 100.0 
Total 299 100.0 100.0 
This e-government portal is available at all times 
E-Service Quality 4 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 21 7.0 7.0 7.4 
NEITHER AGREE OR 
DISAGREE 
73 24.4 24.4 31.8 
Valid 
AGREE 161 53.8 53.8 85.6 





This e-government portal will not misuse my personal information 
E-Service Quality 5 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 8 2.7 2.7 3.0 
NEITHER AGREE OR 
76 25.4 25.4 28.4 
Vali.d DISAGREE 
AGREE 146 48.8 48.8 77.3 
STRONGLY AGREE 68 22.7 22.7 100.0 
Total 299 100.0 100.0 
The Symbols and messages that declare the security of the e-government portal are 
shown 
E-Service Quality 6 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 13 4.3 4.3 4.7 
NEITHER AGREE OR 
27.8 83 27.8 32.4 
Valid DISAGREE 
AGREE 152 50.8 50.8 83.3 
STRONGLY AGREE 50 16.7 16.7 100.0 
Total 299 100.0 100.0 
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Automated or human email responses are prompt in the e-govemment portal 
E-Service Quality 7 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 5 1.7 1. 7 1.7 
DISAGREE 17 5.7 5.7 7.4 
NEITHER AGREE OR 
37.8 113 37.8 45.2 
Valid DISAGREE 
AGREE 124 41.5 41.5 86.6 
STRONGLY AGREE 40 13.4 13.4 100.0 
Total 299 100.0 100.0 
It is easy to find the responsible person's contact details 
E-Service Quality 8 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 6 2.0 2.0 2.0 
DISAGREE 22 7.4 7.4 9.4 
NEITHER AGREE OR 
110 46.2 36.8 36.8 
Valid DISAGREE 
AGREE 127 42.5 42.5 88.6 
STRONGLY AGREE 34 11.4 11.4 100.0 
Total 299 100.0 100.0 
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FAQs are available to help me solve problems by myself on thee-government 
portal 
E-Service Quality 9 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 3 1.0 1.0 1.0 
DISAGREE 18 6.0 6.0 7.0 
NEITHER AGREE OR 
38.1 93 31.1 31.1 
Valid DISAGREE 
AGREE 145 48.5 48.5 86.6 
STRONGLY AGREE 40 13.4 13.4 100.0 
Total 299 100.0 100.0 
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(Business User Satisfaction) 
I think that I made the right choice when I started using this online service for my 
organization 
Business User Satisfaction 1 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 13 4.3 4.3 4.7 
NEITHER AGREE OR 
72 24.1 24.1 28.8 
Valid DISAGREE 
AGREE 156 52.2 52.2 80.9 
STRONGLY AGREE 57 19.1 19. l 100.0 
Total 299 100.0 100.0 
This e-government portal is exactly what is needed for this service 
Business User Satisfaction 2 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 6 2.0 2.0 2.0 
DISAGREE 14 4.7 4.7 6.7 
NEITHER AGREE OR 
79 26.4 26.4 33. l 
Valid DISAGREE 
AGREE 160 53.5 53.5 86.6 
STRONGLY AGREE 40 13.4 13.4 100.0 
Total 299 100.0 100.0 
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I am satisfied with the online services provided by the government 
Business User Satisfaction 3 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 7 2.3 2.3 2.3 
DISAGREE 21 7.0 7.0 9.4 
NEITHER AGREE OR 
87 29.1 29.1 38.5 
Valid DISAGREE 
AGREE 140 46.8 46.8 85.3 
STRONGLY AGREE 44 14.7 14.7 100.0 
Total 299 100.0 100.0 
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(Perceived Ease of Use) 
Learning to interact with this e-government portal is easy for me 
Perceived Ease of Use 1 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 7 2.3 2.3 2.3 
NEITHER AGREE OR 
17.7 20.l 53 17.7 
DISAGREE 
Valid 
AGREE 184 61.5 61.5 8 1.6 
STRONGLY AGREE 55 18.4 18.4 100.0 
Total 299 100.0 100.0 
Interacting with this e-government portal is a clear and understandable process 
Perceived Ease of Use 2 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 13 4.3 4.3 4.3 
NEITHER AGREE OR 
DISAGREE 
56 18.7 18.7 23. l 
Valid 
AGREE 189 63.2 63.2 86.3 
STRONGLY AGREE 4 1 13.7 13.7 100.0 
Total 299 100.0 100.0 
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I find this e-government portal to be flexible to interact with 
Perceived Ease of Use 3 
Frequency Percent Valid Percent Cumulative 
Percent 
DISAGREE 10 3.3 3.3 3.3 
NEITHER AGREE OR 
DISAGREE 
73 24.4 24.4 27.8 
Valid 
AGREE 175 58.5 58.5 86.3 
STRONGLY AGREE 41 13.7 13.7 100.0 
Total 299 100.0 100.0 
The e-government portal is easy to use 
Perceived Ease of Use 4 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONG~ Y DISAGREE .3 .3 .3 
DISAGREE 10 3.3 3.3 3.7 
NEITHER AGREE OR 
DISAGREE 
58 19.4 19.4 23.1 
Valid 
AGREE 183 61.2 61.2 84.3 
STRONGLY AGREE 47 15.7 15.7 100.0 
Total 299 100.0 100.0 
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It is easy for me to become skilful at using this e-government portal 
Perceived Ease of Use 5 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 12 4.0 4.0 4.3 
NEITHER AGREE OR 
50 16.7 16.7 21.l 
Valid DISAGREE 
AGREE 166 55.5 55.5 76.6 
STRONGLY AGREE 70 23.4 23.4 100.0 
Total 299 100.0 100.0 
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(Perceived Usefulness) 
This e-government portal enhanced my effectiveness in searching and using this 
service 
Perceived Usefulness 1 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 13 4.3 4.3 4.7 
NEITHER AGREE OR 
25.1 29.8 75 25.1 
Valid DISAGREE 
AGREE 159 53.2 53.2 82.9 
STRONGLY AGREE 51 17.1 17.1 100.0 
Total 299 100.0 100.0 
This e-government portal provides accurate content 
Perceived Usefulness 2 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 2 .7 .7 .7 
DISAGREE 15 5.0 5.0 5.7 
NEITHER AGREE OR 
83 27.8 27.8 33.4 
Valid DISAGREE 
AGREE 158 52.8 52.8 86.3 
STRONGLY AGREE 41 13.7 13.7 100.0 
Total 299 100.0 100.0 
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This e-govemment portal provides up-to-date content 
Perceived Usefulness 3 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 8 2.7 2.7 3.0 
NEITHER AGREE OR 
48 16. 1 16.1 19.1 
Valid DISAGREE 
AGREE 165 55.2 55.2 74.2 
STRONGLY AGREE 77 25.8 25.8 100.0 
Total 299 100.0 100.0 
Using this online service enables me to accomplish tasks more quickly 
Perceived Usefulness 4 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 2 .7 .7 .7 
DISAGREE 8 2.7 2.7 3.3 
NEITHER AGREE OR 
60 20.1 20.1 23.4 
Valid DISAGREE 
AGREE 167 55.9 55.9 79.3 
STRONGLY AGREE 62 20.7 20.7 100.0 
Total 299 100.0 100.0 
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Using this online service makes it easier to do my tasks 
Perceived Usefulness S 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 2 .7 .7 .7 
DISAGREE 10 3.3 3.3 4.0 
NEITHER AGREE OR 
63 21.1 21.1 25.l 
Valid DISAGREE 
AGREE 160 53.5 53.5 78.6 
STRONGLY AGREE 64 21.4 21.4 100.0 
Total 299 100.0 100.0 
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(Trust) 
The e-government service provides safe transactions 
Trust 1 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 10 3.3 3.3 3.3 
DISAGREE 30 10.0 10.0 13.4 
NEITHER AGREE OR 
128 42.8 42.8 56.2 
Valid DISAGREE 
AGREE 105 35. l 35.1 91.3 
STRONGLY AGREE 26 8.7 8.7 100.0 
Total 299 100.0 100.0 
Thee-government service is trustworthy 
Trust 2 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 4 1.3 1.3 1.3 
DISAGREE 23 7.7 7.7 9.0 
NEITHER AGREE OR 
DISAGREE 
86 28.8 28.8 37.8 
Valid 
AGREE 158 52.8 52.8 90.6 
STRONGLY AGREE 28 9.4 9.4 100.0 
Total 299 100.0 100.0 
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The e-government service is secured 
Trust 3 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 2 .7 .7 .7 
DISAGREE 20 6.7 6.7 7.4 
NEITHER AGREE OR 
28.8 36.1 86 28.8 
Valid DISAGREE 
AGREE 166 55.5 55.5 91.6 
STRONGLY AGREE 25 8.4 8.4 100.0 
Total 299 100.0 100.0 
The e--government service will not misuse my personal information 
Trust 4 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 2 .7 .7 .7 
DISAGREE 15 5.0 5.0 5.7 
NEITHER AGREE OR 
79 26.4 26.4 32.1 
Valid DISAGREE 
AGREE 166 55.5 55.5 87.6 
STRONGLY AGREE 37 12.4 12.4 100.0 
Total 299 100.0 100.0 
346 
I believe the e-government service has a good reputation 
Trust 5 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE .3 .3 .3 
DISAGREE 14 4.7 4.7 5.0 
NEITHER AGREE OR 
94 31.4 31.4 36.5 
Valid DISAGREE 
AGREE 154 51.5 51.5 88.0 
STRONGLY AGREE 36 12.0 12.0 100.0 
Total 299 100.0 100.0 
I believe my privacy is protected at this e-government service 
Trust 6 
Frequency Percent Valid Percent Cumulative 
Percent 
STRONGLY DISAGREE 6 2.0 2.0 2.0 
DISAGREE 25 8.4 8.4 10.4 
NEITHER AGREE OR 
DISAGREE 
98 32.8 32.8 43.1 
Valid 
AGREE 139 46.5 46.5 89.6 
STRONGLY AGREE 31 10.4 10.4 100.0 
Total 299 100.0 100.0 
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Appendix F 
Quantitative Descriptive Statistics 
Descriptive Statistics 
N Minimum Maximum Mean Std. Skewness Kurtosis 
Deviation 
Statistic Statistic Sta tis tic Stat is tic Std. Statistic Statistic Std. Error Statistic Std. 
Error Error 
System 299 2 5 4.01 .037 .645 -.315 .141 .398 .281 
Quality 1 
System 299 2 5 3.92 .043 .737 -.377 .141 .018 .281 
Quality 2 
System 299 2 5 4.03 .043 .737 -.600 . 141 .465 .281 
Quality 3 
System 299 5 3.74 .045 .777 -.408 .141 .157 .281 
Quality 4 
System 299 2 5 3.91 .043 .750 -.432 .141 .077 .281 
Quality 5 
System 299 2 5 3.82 .047 .814 -.415 .141 -.208 .281 
Quality 6 
System 299 5 3.90 .043 .746 -.611 .141 .766 .281 
Quality 7 
Information 299 5 3.51 .045 .783 -.123 .141 -.176 .281 
Quality 1 
Information 299 1 5 3.58 .044 .758 -.187 .141 -.026 .281 
Quality 2 
Information 299 5 3.62 .053 .913 -.352 .141 -.425 .281 
Quality 3 
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Information 299 2 5 3.68 .043 .740 -.258 .141 -. 128 .281 
Quality 4 
Information 299 2 5 3.78 .040 .688 -.125 .141 -.151 .281 
Quality 5 
Information 299 5 3.78 .042 .730 -.367 .141 .373 .281 
Quality 6 
Information 299 2 5 3.82 .042 .735 -.207 .141 -.210 .281 
Quality 7 
E-Service 299 5 3.92 .043 .742 -.515 .141 .580 .281 
Quality I 
E-Service 299 5 3.85 .044 .760 -.663 .141 l.229 .281 
Quality 2 
E-Service 299 5 3.78 .043 .750 -.529 .141 .507 .281 
Quality 3 
E-Service 299 1 5 3.75 .046 .799 -.511 .141 .186 .281 
Quality 4 
E-Service 299 5 3.91 .045 .783 -.348 .141 -.054 .281 
Quality 5 
E-Service 299 5 3.79 .045 .780 -.347 .141 .068 .281 
Quality 6 
E-Service 299 5 3.59 .049 .852 -.323 .141 .283 .281 
Quality 7 
E-Service 299 5 3.54 .050 .864 -.403 .141 .307 .281 
Quality 8 
E-Service 299 5 3.67 .047 .819 -.436 .141 .308 .281 
Quality 9 












Perceived 299 2 5 3.96 .039 .674 -.415 .141 .490 .281 
Ease of Use 
Perceived 299 2 5 3.86 .040 .694 -.600 .141 .759 .28 1 
Ease of Use 
2 
Perceived 299 2 5 3.83 .040 .697 -.347 .141 .200 .28 1 
Ease of Use 
3 
Perceived 299 5 3.89 .041 .710 -.627 .141 1.072 .281 
Ease of Use 
4 
Perceived 299 l 5 3.98 .045 .770 -.669 .141 .703 .281 
Ease of Use 
5 
Perceived 299 5 3.82 .045 .772 -.432 .141 .242 .281 
Usefulness 
Perceived 299 5 3.74 .045 .781 -.486 . 141 .461 .281 
Usefulness 
2 




Perceived 299 5 3.93 .044 .757 -.637 .141 .995 .281 
Usefulness 
4 
Perceived 299 5 3.92 .045 .783 -.611 .141 .716 .281 
Usefulness 
5 
Trust 1 299 5 3.36 .052 .899 -.322 .141 .224 .281 
Trust 2 299 5 3.61 .047 .813 -.649 .141 .582 .281 
Trust 3 299 5 3.64 .044 .757 -.608 .141 .572 .281 
Trust 4 299 5 3.74 .044 .763 -.568 .141 .677 .281 
Trust 5 299 5 3.70 .043 .752 -.307 .141 .151 .281 
Trust 6 299 5 3.55 .050 .863 -.529 .141 .356 .281 
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Appendix G 
Electronic government adoption success model survey results and 
descriptive statistics of respondents' characteristics 
In the frequency table, the frequency column summarizes the total number of 
variable results. The percent column displays this frequency in percentage form 
for all cases, including those cases that may be missing. The valid percent 
column is the proportion of scores only for those cases that are valid. The 
accumulative percent column is the summation of the percentage for that score 
with the percentage for all lesser scores. 
Does your company use any of the E-government services? 
Demographic Data 1 
Frequency Percent Valid Percent Cumulative Percent 
Valid YES 299 100.0 100.0 100.0 
NO 0 0 0 0 
How long have you been using the E-government service? 
Demographic Data 2 
Frequency Percent Valid Percent Cumulative 
Percent 
Valid LESS THAN 1 16 5.4 5.4 5.4 
YEAR 
I - 3 YEARS 46 15.4 15.4 20.7 
3 - 5 YEARS 63 21.l 21.l 41.8 
MORE THAN 5 174 58.2 58.2 100.0 
YEARS 
Total 299 100.0 100.0 
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What is your Gender? 
Demographic Data 3 
Frequency Percent Valid Percent Cumulative 
Percent 
Valid MALE 199 66.6 66.6 66.6 
FEMALE 100 33.4 33.4 100.0 
Total 299 100.0 100.0 
What is your Age? 
Demographic Data 4 
Frequency Percent Valid Percent Cumulative 
Percent 
Valid 21 - 30 54 18. l 18.1 18.1 
31 - 40 142 47.5 47.5 65.6 
41 - 50 78 26.1 26.1 91.6 
MORE THAN 50 25 8.4 8.4 100.0 
Total 299 100.0 100.0 
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What is your highest level of education? 
Demographic Data 5 
Frequency Percent Valid Cumulative 
Percent Percent 
Valid DIPLOMA 75 25. 25.1 25.1 
1 
BACHELOR'S 168 56. 56.2 81.3 
DEGREE 2 
HIGH DIPLOMA 14 4.7 4.7 86.0 
MASTERS 39 13. 13.0 99.0 
0 
PHD 3 1.0 l.O 100.0 
Total 299 10 100.0 
0.0 
What is your status? 
Demographic Data 6 
Frequency Percent Valid Percent Cumulative 
Percent 
Valid MANAGER 33 11.0 11.0 11.0 
EMPLOYEE 266 89.0 89.0 100.0 
Total 299 100.0 100.0 
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